Running Head: EFFECTIVE LISTENING

ABSTRACT OF CAPSTONE

Jacqueline J. Kohl-Hamilton

The Graduate School
Morehead State University
March 30, 2022

1

EFFECTIVE LISTENING

2

EFFECTIVE LISTENING PRACTICES FOR COLLEGE STUDENTS

________________________________
Abstract of Capstone
________________________________
A capstone submitted in partial fulfillment of the
Requirements for the degree of Doctor of Education in the
Ernest and Sara Lane Volgenau College of Education
At Morehead State University

By
Jacqueline J. Kohl-Hamilton
Winchester, Kentucky
Committee Chair: Dr. Daryl R. Privott, Associate Professor
Morehead, Kentucky
March 30, 2022
Copyright © Jacqueline J. Kohl-Hamilton, March 30, 2022

EFFECTIVE LISTENING

3

ABSTRACT OF CAPSTONE
EFFECTIVE LISTENING PRACTICES FOR COLLEGE STUDENTS

This capstone provides college students a virtual open-access library resource that
focuses on effective listening practices in academic, professional, personal, and community
settings. A review of related literature was conducted to identify research into various listening
dimensions and to recognize listening leaders who have an exceptional way of communicating
content. Fourteen listening leaders in education, research, and business shared their perspectives
on listening as well as best listening practices. Their interviews were turned into narratives
geared toward engaging college students. This capstone also has provided a list of resources to
further help college students develop the art of listening. The capstone project is found on the
Faculty Scholarship page of the library website at Eastern Kentucky University https://
encompass.eku.edu/fs_research/.
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Executive Summary
What is the core of the capstone?
Our society faces great turmoil and crisis at many levels—a climate that behooves
citizens to earnestly practice the art of listening (Dilday, 2020; Landry-Meyer, 2021; Weger,
2018). One can elevate listening to an art or keep listening as one of the four communication
modes—reading, writing, speaking, and listening. Whatever one’s approach, the instruction of
these four communication modes has traditionally been considered essential in our educational
institutions. Unfortunately, a grave disparity exists within the instruction and available resources
for the communication modes. Instruction and resources about listening are notably missing
(Engleberg et al., 2017; Khany & Kamalvand, 2022). Consider the latest report of The Language
Arts Protocol Guide, a publication of the National Center for Education Evaluation under the
auspices of the U.S. Department of Education. The October 2021 report discusses interventions
to improve English language and literacy skills of students in kindergarten to grade 12. Reading
is mentioned 19 times; writing 13 times; speaking 3 times; and listening twice (https://ies.ed.gov/
ncee/wwc/Docs/ReferenceResources/ELA_Synthesis_Protocol_V4.1.pdf). When students do not
learn necessary listening skills in kindergarten to grade 12 and decide to pursue higher education,
the lack of listening instruction may potentially affect their work and connections in academic,
professional, personal, and community settings.
In past decades listening instruction—as sparse as it may have been—often focused on
students being able to repeat back content, whereas current listening instruction is characterized
in terms of enrichment: students explore new meanings, make deeper connections, and
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participate with fuller understanding (Rost, 2020). Therefore, this capstone provides one remedy
for college students to learn listening practices with a narrative-based resource that focuses on
listening as a means of enrichment. This capstone relies on a developmental framework of
sharing new skills versus a remedial framework of fixing broken skills. Lastly, this capstone is
designed to answer the primary research question: What listening practices do listening leaders
see as beneficial to college students in academic, professional, personal, and community
settings?
With a complete title of Effective Listening Practices for College Students, this fivechapter resource is available in the virtual open-access library collection at Eastern Kentucky
University (EKU). Fourteen narratives form the core of the resource. These narratives are based
on interviews with listening leaders in education, research, and business who have provided
specific listening practices for college students in the context of academic, professional,
personal, and community settings.
Who is the capstone meant to impact?
Effective Listening Practices was written to impact college students at EKU through the
sharing of specific effective listening practices. The narrative sections of each listening leader
conclude with a list of related listening sources in the EKU library or on the Internet. Although
the audience of the resource is college students, most of the content can impact other groups on
campus, such as faculty and staff. Since the resource has been placed in the virtual open access
library collection, any worldwide reader can benefit from learning about effective listening
practices.
Ironically, EKU conducted a major quantitative research study on listening skills with
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418 students beginning in 1978 with Professor Martha Conaway. EKU students enrolled in a
college study skills course were administered several evaluations, including the Brown-Carlsen
Listening Comprehension test. Researchers specifically analyzed the Brown-Carlsen test scores
of students who carried a cumulative GPA of less than 2.0 at the end of the semester. They
identified four areas of listening concerns for these students: following directions, accessing
immediate recall, comprehending lectures, and recognizing transitions. This researcher likewise
has observed these same listening concerns while teaching composition and literature at EKU for
the past 11 years. These four concerns helped the researcher develop specific questions for the
interviews with listening leaders.
Conaway published one article about the EKU research—a chapter in a 1982 book from
Josey-Bass called New Directions for College Learning Assistance: Reading and Study Skills,
Vol. 8, edited by A.S. Algier and K.W. Algier. Conaway maintained that:
Listening comprehension plays a more important part in the educational process, in
academic achievement, and in student retention than educators have acknowledged …
The research conducted at EKU shows that listening comprehension is
positively and significantly correlated with both GPA and retention. Therefore, the
addition of listening skills to the curriculum would be a service both to students and to
institutions. (p. 55)
Therefore, Conaway concluded:
Among the students who fail, deficient listening skills were a stronger factor than reading
skills or academic aptitude as measured by the Nelson-Denny (reading comprehension
test) and ACT scores, respectively. Finally, listening skills courses should be added to the
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general curriculum and made available to all entering freshmen during their first semester
on campus. (p.57)
Conaway’s chapter has been reprinted in academic journals and cited more than 80 times. She
retired in the 1980s, 30 years before this researcher began teaching at EKU. Conaway died at the
age of 90 in 2017, according to an obituary in The Richmond Register (https://
obituaries.richmondregister.com/obituary/martha-conaway-1003418141). This was a year before
the researcher began listening research. Despite numerous efforts to locate further details on
Conaway and her work, no additional information has been found. Efforts included searches with
EKU research librarians in the University archives and contacts with staff in EKU’s Ofﬁce of
Institutional Research.
This listening resource seeks to honor Conaway’s original quantitative research with a
different approach to addressing listening deﬁciencies among EKU students. Since Conaway’s
recommendation for listening skills courses for incoming students was never implemented, this
resource seeks to provide EKU students a virtual open access resource to learn effective listening
practices. Several administrators also are considering use of this resource as a text option in ﬁrstyear courses focused on student success.
How was the capstone project implemented?
Effective Listening Practices for College Students is posted under Faculty and Staff
Scholarship as a virtual open access resource in the EKU library ENCOMPASS collection:
https://encompass.eku.edu/fs_research/ All materials in Encompass are freely available for users
around the world to read without any restrictions.
In fall 2020, the researcher participated in an EKU professional learning community
(PLC) that focused on creating scholarly materials for EKU’s virtual library repository. The
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decision to share the work as a free and open access resource emphasizes the researcher’s social
commitment to education without economic barriers.
Why were this capstone and related strategies selected?
Originally, the researcher planned for her capstone to focus on writing practices—a
logical choice since she has taught composition and literature at EKU to first-year students since
fall semester 2010. However, her passion and perspective for listening developed while
completing a group project during her first semester (fall 2018) at Morehead State University in
its Doctor of Education program. The researcher could not dismiss two statements:
1. Of the four communication modes—reading, writing, speaking, and listening—
listening is the one most daily used and the one least taught (Janusik & Wolvin, 2009).
2. The late Dr. Walter Loban, professor of education at University of California, Berkley,
observed that teachers and students listen to the equivalent of a book a day; talk the equivalent of
a book a week; read the equivalent of a book a month; and write the equivalent of a book a year
(Buckley, 1992).
The researcher began a study of both scholarly and popular literature on listening. She
also asked her EKU students to include their knowledge and experiences with listening as part of
a standard literacy narrative assigned in first-year writing courses. In spring 2021, about 70
students in the researcher’s online courses shared some of their challenges in listening. Notes
taken by researcher identified repeated themes: uninterested in what I am listening to, thinking
about other things, my phone, thinking of what I need to say next, bad mood, tired, bored, zoning
out, difficult content, and daydreaming. These themes also helped the researcher develop
additional questions for the listening leaders she interviewed. Of note was that only eight
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students indicated any form of listening instruction. All indicated that the training was basic or
non-memorable. None could remember any specific listening practices they learned, other than
behavioral practices, such as looking at the speaker (personal communication, January 2021).
Another important factor that influenced this capstone choice was the disconnect between
the EKU-mandated general educational goals for first-year writing and department-selected
textbooks. In the first-year writing courses at EKU (ENG 101, ENG 101R, ENG 102, ENG
102R), the first general education goal is “Communicate effectively by applying skills in reading,
writing, speaking, and listening and through appropriate use of information technology. (GE
Goal 1)” (https://gened.eku.edu). Listening practices, however, are not adequately represented in
the two textbooks both published by Macmillan and uploaded in Blackboard for students in firstyear writing courses—Language Awareness: Readings for College Students by Eschholz et al.
(2019), and From Inquiry to Academic Writing by Greene and Lidinsky (2021). For example, in
chapter one of From Inquiry, a section titled “Joining an Academic Conversation” notably does
not include the concept of listening. Instead, students are told to “take a few moments to
articulate your position and the reasons for it. Remember to be civil and as persuasive as
possible” (Greene & Lidinsky, 2021, p. 15). The content of From Inquiry emphasizes critical
reading and writing skills. In Language Awareness, a glossary of rhetorical and linguistic terms is
provided, but any definitions related to listening also are missing. Likewise, Language
Awareness does not address the value and purpose of listening, including listening practices.
Furthermore, listening instructional materials to assist students in listening skills are not included
in the English Department’s resource section housed in Blackboard.
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Other logical sources for EKU students to learn listening practices include EKU’s Noel
Studio for Academic Creativity, location of the campus Writing Center. As of March 2022,
listening practices are not part of their focus. The webpage for the EKU Counseling Center
provides a self-help section for students with studying tips, but listed information does not
acknowledge the role that listening plays in college students both gaining and understanding
information in classes, as well as developing personal relationships (https://
counselingcenter.eku.edu/studying-tips).
The decision to present the listening research as a creative non-fiction narrative resource
builds upon the researcher’s two previous degrees: English/journalism (BA) and Creative
Nonfiction (MFA). The researcher, as a composition and literature instructor, has gathered
extensive empirical evidence about texts that have captured student interest. Therefore, this
listening resource uses story and narrative to increase the engagement of college students
(Flanagan, 2014; Itzchakov et al., 2016; Spencer & Petersen, 2020; Taylor et al., 2018). The
listening resource also shares motivational, practical, and clear content per Kimberley and
Thursby (2020) who found that since students view academic texts as necessary but more
difficult, they need a purpose to empower them during reading. Finally, the researcher carefully
selected quotes and information from interviews with listening leaders based on studies that
indicate students increase their likelihood to remember content when instructors and coaches
make the message memorable (Coffelt & Smith, 2020; Cranmer & Myers, 2017).
The researcher also examined Skim, Dive, Surface: Teaching Digital Reading by Jenae
Cohn published in 2021 by West Virginia University Press. Cohn recommends that any digital
texts used with college students should provide an opportunity for them to absorb, apply,
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question, and rethink. Those four words influenced the design of each listening leader section: a
brief biographical sketch and photo to help students to quickly absorb and appreciate the
expertise of the listening leader; a narrative with listening advice organized to give students a
path to apply the guidance; a summary section called E.A.R. to help students rethink the main
practices given by the leader; and a connection section with more resources to encourage
students to question and read more about what they have learned.
Since Effective Listening Practices is written as a work of creative non-fiction, the
Modern Language Association (MLA) format was used for citations. The researcher also chose
to use footnotes instead of endnotes to give students quicker access to any additional
information, including live links.
The decision of who to interview for the resource came from reading scholarly and
popular literature and making notes on perspectives and content. The researcher also joined the
International Listening Association (ILA) in 2019, which publishes the only academic peer
reviewed journal about listening research, The International Journal of Listening. To date, the
researcher has attended four ILA virtual seminars: Listening Across Cultural Differences (Hill,
2021); Are You Listening? How Do You Know? (Imhof & Bentley, 2021); How Are You
Listening—Listening Styles? (Watson & Dupuis, 2021); and Listening is a Muscle: Improv is the
Gym (Koppett, 2020). During the seminars, the researcher talked with various listening leaders,
some of whom would later agree to be interviewed for this resource.
From the list of 20 listening leaders identified and contacted by the researcher for
participation in this capstone resource, 13 agreed to a ZOOM video conference and one agreed to
a phone call. Because of a scheduling conflict with the leader, one of the ZOOM conferences
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turned into written email correspondence. The researcher also submitted the interview sections to
each of the 14 leaders with the resource cover, table of contents, a note of thanks, and a promise
to send the EKU Encompass link once the resource was posted. All 14 leaders approved content
in their sections; 13 submitted a photo and several gave permission for their copyrighted
materials to be included in Effective Listening Practices.
Of note is the reasoning behind the title for this resource— Effective Listening Practices
for College Students. Originally the words listening skills or listening strategies were to be
included since both phrases are frequently used in scholarly and popular literature. However, as
the researcher listened to the leaders during interviews, she realized that neither term—skills or
strategies— satisfied the intent of this work. The term skills is burdened by the idea of listening
as a soft skill which may dilute its importance. The term strategies is burdened by a corporate
feel which lessens its personal impact on the lives of students. The word practices, however,
serves as both a noun and a verb. College students need to know specific listening practices and
college students need to practice specific listening instructions. The decision to add the word
effective is based on the most recent recommendation from the National Communication
Association (NCA) for competencies in basic communication courses: of their seven goals, the
fourth is “practicing effective listening” (https://www.natcom.org/sites/default/files/pages/
Basic_Course_and_Gen_Ed_Core_Competencies_Handout_April_2014.pdf).
When was the capstone implemented?
Upon approval of the capstone research committee, Effective Listening Practices has
been submitted to the library for upload to the Encompass site.
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Impact of the capstone
Since the resource is open, free, and unique in its content and approach, the primary
impact will be for students who struggle with appropriate listening in various settings. The
listening leaders who shared their time and expertise of listening practices have provided a strong
foundation of information as evidenced by the brief biography that opens each section. Several
listening leaders discussed recent research about four cognitive listening habits that will greatly
impact the future of listening instruction. This work with listening habits has the potential to be
as important in education as the work on different learning styles.
The researcher gave her campus email address to readers in the Introduction of Effective
Listening Practices. She hopes students will share listening stories that have resulted from
practicing the listening practices. These stories may be incorporated into updated editions of the
resource.
The researcher also plans to introduce the EKU community to the International Day of
Listening (September 15 in 2022) with various listening-focused activities. Partnerships are
being formed with the Student Government Association, the library, and the Department of
English for a campus-wide listening campaign. Effective Listening Practices will be widely
advertised. A virtual seminar for instructors also has been set for September 8, 2022, through
EKU’s Faculty Center for Teaching and Learning. This seminar will introduce an instructional
companion guide for the resource that is currently being developed.
Limitations of the study
The interviews were limited to 14 leaders based on the diversity of their listening
approaches and practices. The researcher only joined one professional communication
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association, the International Listening Association. If the work is expanded, membership in
other professional organizations, such as the National Communication Association (NCA) will
offer more perspectives and resources. The researcher also hopes to attend more in-person
conferences about listening. Since the scope of the work is limited to identifying listening
practices, this is not a one-stop “listen better now” resource. College students may need to seek
additional help to practice a listening practice. For example, several listening leaders discussed
the importance of note taking in listening and students may need to seek additional support on
how to take notes. Some of these topics could be briefly covered as appendices in future editions
of Effective Listening Practices.
Reflections
Since the capstone resource focuses on a narrative approach with listening leaders, the
researcher has approached this reflection by focusing on listening literature that compelled her,
that surprised her, and that sometimes seemed ironic. The researcher is grateful that ultimately
this work helped her become a better listener and as a result, a better professor to her students at
EKU. Not a day passes in which the researcher does not find herself practicing these practices.
Medical researchers have known for decades of the amazing and sophisticated ability of
most infants to hear inside the womb (Bhamani, 2017). Researchers in infant health care
acknowledge that in utero infants and those newly born can close their eyes, but they cannot
close their ears (Cavalcanti et al., 2020; McMahon et al., 2012). Auditory research continues to
emphasize an underlying fact that few people realize: individuals with normal hearing abilities—
whether awake or asleep—constantly process sound in the form of vibrations passing through the
ears and into the brain (Teubner-Rhodes & Kuchinksy, 2020).
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In less than a year after birth, infants with normal auditory abilities are expected to move
beyond hearing to another complex process—listening. Sounds now must be given meaning and
appropriate responses are expected. According to Caspersz and Stasinska (2015), the transition of
hearing as a physiological process and listening as a conscious act develops unconsciously in
young children. Ironically, families and friends who anticipate and celebrate various
communication firsts of their children—such as speaking or reading or writing their first words
—are unaware of the first time their child truly listens. As such, the art of listening begins as a
mysterious and invaluable practice. Canpolat et al. (2015) argue that more attention would be
given to listening if people recognized listening as the first language skill acquired.
The ability to listen effectively becomes paramount the day a child starts formal
education. Not surprisingly, success in academic skills is linked to the ability of students who are
able to listen effectively regardless of their learning style (Beall et al., 2008; Valentini et al.,
2018). Unfortunately, the repeated daily practice of an untrained skill does not increase or
guarantee proficiency. Schools have reading, writing, and speech instruction, but rarely is a focus
on listening identified and supported as highlighted earlier. Even when a listener gives a response
that suggests comprehension, understanding cannot be assumed.
People often are unaware of the domination listening demands in their communication
lives. In 1926, Detroit school superintendent Paul T. Rankin conducted the first listening research
by examining the daily communication among 21 people of various ages and occupations. The
results showed that people spent 42 percent of their waking time in listening (Rankin, 1928).
Subsequent small- and large-sample studies among working adults continued to identify listening
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as the primary daily communication skill with similar percentages (Bird, 1954; Hinrichs, 1964;
Klemmer & Snyder, 1972).
In 1980, Barker et al. were the first to specifically analyze the communication time of
college students. They found that listening comprised 52.1 percent of a college student’s daily
communication time. The last two major time studies that examined college students’ daily
communication patterns continued to identify listening as the most widely used communication
activity (Emanuel et al. 2008; Janusik & Wolvin, 2009). Janusik & Wolvin further acknowledged
the new dominance of technology in listening. Updated research, particularly in communication
time studies, will be beneficial for the development of future listening materials. The need for
updated and expanded listening research was a frequent comment from many listening leaders
interviewed.
Some limitations in listening research have come from the differing views, approaches,
and terminology used among academic disciplines. Some researchers examine listening as a
process, while others look at listening as a product or communicative function (Bodie et al.,
2008). Currently more than 20 definitions of listening have been proposed from scholars, ranging
from cognitive to affective to behavioral to relational aspects and highlight the complex and
multidimensional nature of listening (Worthington & Bodie, 2020). Another difficulty within
listening involves the ever-growing use of adjectives to emphasize the qualities/perspectives of
listening. Researchers who have worked with older phrases, such as active listening and critical
listening, are now using phrases such as connective listening, reflective listening, analytic
listening, and conceptual listening (Bodie et al. 2019). Social listening and mediated listening are
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phrases that recognize the growing involvement of technology as a listening dimension (Stewart
& Arnold, 2018).
At least 65 relevant listening scales have been developed between 1977 and 2018 by
various researchers who are trying to understand the traits or habits of competent listening
(Worthington & Bodie, 2020). The dissimilar approaches of these scales attempting to measure
traits associated with effective listening further emphasize the multitude of perspectives. Fontana
et al. (2015) discussed the three listening traits that appeared in most scales: the listener responds
or gives feedback; the listener asks questions; and the listener uses nonverbal communication.
Interestingly, Fontana et al. did not elaborate on the four listening traits least likely to appear in
scales: listener expresses feelings and emotion; listener understands speaker’s tone of voice and
nonverbal communication; the listener is relaxed and comfortable while listening; and the
listener remembers main ideas and/or details. These four traits least likely to appear in listening
scales are nevertheless an important part of listening effectiveness as testified by various
listening leaders in this resource.
The researcher was surprised by how listening was handled in introductory college
communication courses. Collected data continues to identify the most prominent objective in
these courses as public speaking with a minor emphasis on listening (Engleberg et al., 2017;
Morreale, 2020; Morreale et al., 2016). In contrast, surveys of business leaders have emphasized
the need for listeners above presenters (Coffelt & Smith, 2020). Furthermore, a content analysis
of textbooks designed for introductory courses in communication, the English language, and
organizational management all reveal little space allotted to the listening process (Adams & Cox,
2010; Garner & Barnes, 2013; Khany & Kamalvand, 2022; Morreale, 2020).
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Stephen Lucas’s The Art of Public Speaking has been the consistent and clear choice for
an introductory communication textbook in American colleges and universities for at least four
years (Morreale, 2020). When the researcher examined the current 13th edition of the textbook,
she was surprised to find that Chapter 3 on “Listening” ran only 16 pages of the book’s 390
pages or 2.3 percent. The textbook title clearly identified the content emphasis. Moreover, most
of the listening information in Lucas’s textbook is of a generalist nature. Within the 18 end notes
of the listening chapter, Lucas cited 14 scholars—three of which the researcher was able to
interview for Effective Listening Practices.
Textbooks in other disciplines which should be aware of the importance of listening also
have deficits. A review by Carmack and Harville (2020) of eight major college nursing textbooks
noted that active listening was the only communication competency covered in all eight. This
information sounded encouraging until the researchers noted that “Although active listening was
explicitly mentioned as important for nurse communication, most textbooks did not identify
specific listening strategies beyond making good eye contact and nodding” (Carmack & Harville,
2020, p.1661). Only one nursing textbook added two strategies to demonstrate active listening:
restatement of the patient’s message and reflection (identifying the main emotional themes of the
patient).
The lack of listening instruction and resources does not mean that college students do not
realize how listening affects them. A survey of some 800 students in different Canadian postsecondary accounting programs highlighted their main barriers to perseverance in this order:
time management, listening, reading, attention, concentration, and memorization (Sauvé et al.,
2018). Learning listening skills also was included as one of eight areas for resilience training to
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lessen stress levels and improve academic performance of business undergraduate students
(Sukup & Clayton, 2021).
One of the most ironic listening finds by the researcher was an academic article published
by five doctoral students at the City University of New York (CUNY) (Che et al., 2021). Their
work was based on administering the Employable Skills Self-Efficacy Survey (the ESSES
developed by Ciarocco & Strohmetz, 2018) in which college students self-report skills valuable
in their careers. The goal of Che et al. was to examine the skill levels perceived by a group of
undergraduate students to what graduate students taught in their introductory courses. The
ESSES has numerous statements about communication skills related to reading, writing,
speaking, and listening. This researcher has taken the ESSES and included a link for this selfreport survey in Chapter 5 of the listening resource. In the opening section of their research
article, Che et al. wrote: “Note that the original Employable Skills Self-Efficacy Survey had an
additional subdomain for listening, which was inadvertently dropped from our survey due to a
formatting error” (Che et al., 2021, p. 6). The listening word is not mentioned again in the 25page research article. The irony is that the researchers stated that the preferred method of
undergraduate instruction by graduate students is lecture.
The researcher first encountered the unique phrase “listening university” in work by
Emma Heron (2020a) who heads Teaching, Learning, and Assessment at Sheffield Hallam
University in England. Heron developed a qualitative research methodology for use at her British
institution that used friendship pairs and listening booths to better understand student experiences
in higher education. The researcher interviewed Heron via ZOOM video conferencing and
learned that many college students who participated in her research cited being under-heard and
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over-surveyed and welcomed the concept of a listening university. As a result of her findings,
Heron advocated friendship conversations as a formative exercise for the university community;
she cited Bulpitt and Martin (2005) who suggested that putting students into a reflexive
environment—a place to listen and to speak—may be preferable to teaching students how to
reflect.
Heron (2020b) also surmised that if organizations who promote listening are seen as
healthier, then the university must likewise encourage active listening. Unfortunately, active
listening should not be assumed. Jonsdottir and Fridriksdottir (2020) found that the desire,
responsiveness, and skills of business managers as active listeners cannot be taken for granted.
Likewise, educational institutions should not take for granted that their population, including
college students, have the desire, responsiveness, or skills to listen.
Different practices and approaches for listening may be advantageous (Roche et al.,
2021). Although academic listening is a central focus in the college experience, students should
know personal listening practices. For example, a common college experience is meeting new
people. Weger et al. (2014) found that during initial new interactions, active listening is a lowrisk response with potential rewards. Within established personal relationships, Keaton et al.
(2015) found that college students who understand how to give supportive listening can alleviate
stress and decrease emotional health problems of those around them. Supportive listening
provides the conditions for speakers to generate new methods of thinking and feeling about a
problem, according to Keaton et al. Furthermore, listeners who asked thoughtful questions
contributed to a sense of harmony (Huang et al., 2017).
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Even the shaping of memory is affected by responsive listening. Pasupathi and Hoyt
(2010) found that undergraduate students who played a computer game and shared the
experience with a distracted listener later showed a lower retention of information about the
game than those players who had shared information with a responsive friend. Elmi et al. (2019)
divided eighty college students into three groups: those who narrated events to empathic
listeners, those who narrated events to detached listeners, and those who did not narrate events,
but silently reflected on the events. Students who shared their stories in empathic listening
conditions increased their verbal elaboration of the event, which contributed to improved
memory of the event.
Many college students will begin to form professional work experiences prior to
graduation. A growing number of studies on valued job skills in a variety of industries rank
listening as an important part of effective individual performance (Bala, 2021; Ferrari-Bridgers et
al., 2017). A review of the job website indeed.com by Spataro and Bloch (2018) found active
listening as a qualification or required skill in approximately 17,000 positions, including
positions in management, accounting, and sales. When employees listen they are not only able to
better complete their assignments, but to improve the quality of their work (Sahay, 2021).
The ability of supervisors to listen to employees also creates positive employee behavior,
which translates to less reports of employee exhaustion and higher employee retention
(Itzchakov et al., 2020; Jonsdottir & Kristinsson, 2020; Lloyd et al., 2015). Managers who listen
to employees create a workplace that is psychologically safe —an environment in which
employees do not fear punishment or humiliation for speaking (Castro et al., 2018). The
psychologically safe environment, according to Castro et al., also enhances employee creativity.
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The idea of listening skills seems logical in certain professions such as journalism. This
researcher remembers her own undergraduate journalism training which included a focus on
listening for relevancy, connections, and contradictions. However, even a profession that must
rely on listening skills has seen a need to introduce a new pedagogy of listening-based
questioning training (LBQT) which teaches listening and reflective responding skills, as well as
using different types of questions effectively (Harro-Loit & Ugur, 2018).
Ultimately, effective listening practices may help ease societal problems. Lacey (2011)
states that listening to other people ensures the continuance of the democratic process by opening
new ways of thinking about and solving problems. Culturally cognizant listening has recently
been introduced as a new listening phrase. According to Landry-Meyer (2021), culturally
cognizant listening instruction has been designed to provide a nonjudgmental, active listening
style with self-reflection. Cultural cognizance recognizes color and uniqueness and to foster a
respect for diverse worldviews. This approach to listening deserves exploration from a practicing
listening leader in future editions of this resource.
Regardless of when, where, and what they listen to, college students find themselves in a
new type of educational setting that requires more mental, emotional, and financial commitment
than they have ever experienced. The complexity and inter-connectedness of listening elevates
this communication skill as foundational to all communication, and therefore, deserving of
appropriate levels of instruction (Gallagher et al., 2017). The executive summary opened with
the observation that one can either elevate listening as an art or keep listening as a mode of
communication. The illustration for the cover of Effective Listening Practices for College
Students casts a deciding vote for art. Given the long-standing neglect of teaching listening in

EFFECTIVE LISTENING
relation to reading, writing, and speaking, the art of listening benefits from the palette of
practices this resource provides.
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INTRODUCTION
Listening is an art.
Listening is an essential art that affects college students more than they realize. Research
has connected effective listening to better grades, better jobs, better relationships, and a better
community life. If you are a college student reading this, you are part of an educational
experience that requires serious mental, emotional, and ﬁnancial commitments. You probably do
not even realize how much poor listening in various settings can contribute to stress.
This lack of realization about the art and power of listening stems from students not
receiving the consistent and dedicated instruction in listening compared to the other modes of
communication of reading, writing, and speaking. This oversight puts college students at a severe
disadvantage and demands immediate action. This resource is your immediate action plan. I ask
you to assume the role of teacher and use this information at a map for the listening journey. You
will ﬁnd that listening is not only art and power, but listening is a treasure.
This is the ﬁrst time a listening resource has been written speciﬁcally for college students
based on stories and perspectives from listening leaders. I interviewed fourteen listening leaders
in education, research, and business who have shared their work. Their stories and wisdom come
from different perspectives, yet they all share the same desire—help college students become
powerful listening artists. My decision to share their work through stories and conversations is
based in research: busy college students need scholarly information in a format that is efﬁcient
and engaging.
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In spring 2021, about 70 students from my online courses shared some of their
frustrations with listening—speciﬁcally what kept them from listening. I kept notes and found
common themes: uninterested in what I am listening to, thinking about other things, my phone,
thinking of what I need to say next, bad mood, tired, bored, zoning out, difﬁcult content, and
daydreaming. Of note was that only eight students indicated any form of listening instruction. All
indicated that the training was basic or non-memorable. None could remember any speciﬁc
listening practices they learned, other than behavioral practices, such as looking at the speaker.
Before you continue reading, I have a confession. Originally, I planned to write a
resource for college students that focused on writing skills—a move that would have kept me in
my comfort zone. I have taught writing and literature at Eastern Kentucky University (EKU)
since fall semester 2010. But alas, the gift of curiosity presented itself. I read a startling
statement that sparked my inquisitive nature. Of the four communication modes—reading,
writing, speaking, and listening—listening is the most used daily communication mode but the
least taught.
Can listening really be taught? I asked myself. Granted that was not a solid research
question, but as a teacher of one of the modes of communication, my curiosity was sparked to
learn all I could about listening. The only listening instruction I recalled from my elementary and
high school teachers was their admonition, “Pay attention!” To show I had listened, I would
parrot back the information I had heard. Whether my personal experience resonates with you or
not, I hope this resource will start you thinking about the necessity of learning and practicing
listening as you have done with reading and writing.
During my listening research, I came to understand effective listening as an enrichment
practice—a way for people to explore new meanings, make deeper connections, and participate

EFFECTIVE LISTENING

35

with deeper understanding.1 My questions about listening evolved. One of my earliest questions
is probably one you have. How can learning new ways of listening help in a fast-paced class that
overwhelms me or in a boring class that underwhelms me? Oh, to have known what I discovered
about listening when I was an undergraduate at Miami of Ohio.
The more I learned about listening the more I became determined that college students
should not have to “make do” with whatever listening skills they had ﬁgured out on their own or
the generalist information they had read on the Internet. In the process of learning listening
skills, I discovered I was not as strong a listener as I had thought. The good news is that I—and
others who have read early copies of this resource—are becoming listening artists by following
the guidance from the listening leaders. We also discussed an unexpected beneﬁt of better
listening—increased daily feelings of wellbeing.
Some of the most valuable information in this resource comes from recent research that
has identiﬁed four listening habits. Many students recognize the words associated with learning
styles, such as auditory, visual, and kinesthetic. Few students, however, have heard about the four
primary listening habits of connective, reﬂective, analytical, and conceptual. Research indicates
that if people understand their unique brain-based listening habit, they can better adjust and ﬁne
tune their listening for different settings, different people, and different purposes.
So, who are these 14 listening leaders who have shared their expertise for this resource?
They are positioned into one of three classiﬁcations—education, research, business—even
though most leaders ﬁt into multiple classiﬁcations. Of course, there are more listening leaders
than the 14 highlighted here. The difﬁcult choice of who to include in this resource rests with
1Rost,

Michael. “Instructional Design and Assessment.” The Handbook of Listening, edited by Debra
Worthington & Graham Bodie, 1st ed., Wiley-Blackwell, 2020, pp. 265–278.https://libproxy.eku.edu/
login?url=https://search.ebscohost.com/login.aspx?
direct=true&AuthType=ip&db=nlebk&AN=2507973&site=eds-live&scope=site
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me. They were picked after intensive research and reading, as well as attending four virtual
seminars with the International Listening Association. I sincerely believe you will ﬁnd numerous
and beneﬁcial ideas about listening from these leaders that will cause you to think about your
untrained listening habits and what you should do instead.
I shall close this introduction with sharing how the listening resource is organized.
Chapter 1 opens with a true story from American comedian Kevin Hart, which emphasizes the
power of listening. The opening chapter also includes a quick yes-or-no quiz of 10 questions for
students to initially evaluate how well they listen. Chapters 2 through 4 feature the 14 listening
leaders organized into the classiﬁcations of education, research, and business. Each listening
leader story follows the same format: brief biographical sketch; a narrative story with their
advice; a summary section called E.A.R.; and the ﬁnal section with links to more listening
resources through the EKU library or the Internet. The E.A.R. section uses the acronym of
Embrace, Aware, and Respond to summarize three key listening practices from each leader. As
to the order of reading the chapters, start with chapter 1 to take the quiz. You can then skip
among the leaders or read straight through. Ultimately you will gain the most if you read, think,
and rethink about what each leader has shared. Chapter 5 provides a brief directory of additional
listening resources.
Thanks for taking the time to read this resource. If you want to tell me how a listening
practice has changed your life, please feel free to email me. Wait for it—I’m all ears. Your
comments may be included in future editions with your permission.
Jacqueline Kohl, EdD
Department of English
Eastern Kentucky University
Richmond, Kentucky
jacqueline.kohl@eku.edu

Is it a coincidence that the same letters are in the word listen and silent?
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Kevin Hart had experienced some
success in stand-up comedy when he
decided to fully embrace his dream of
becoming a professional comedian.
However, he needed some ﬁnancial
support from his mom Nancy, who
worked as a systems analyst in student
registration at the University of
Pennsylvania.
“Mom, this what I want to do,”

Nancy Hart and son Kevin
Hart said, when he approached her for help.
He knew his mom, a deeply religious person, had some problems with the language he used in
his comedy routine. Nevertheless, she responded, “I’m not a dream killer,” and agreed to give
her son one year to prove himself. She speciﬁcally agreed to help Hart with the rent money if he
had ﬁnancial problems.
Hart was loving his choice of career, but six months later, he found himself needing help.
His rent was late, so he called his mom and asked for the promised money. In response, his mom
asked one question: Are you reading your Bible?
Upset that his mom did not answer his question directly, Hart replied that he had no time
to talk about that. “Mom, I’m late,” Hart said, “Like I need the rent money.”
“Are you reading your Bible?” she asked again. Hart’s response was to end the
conversation.
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Hart called his mom a week or two later. “Mom, they’re going to evict me if you don’t
give me this rent money. Mom, I’m serious.”
Her response: Have you read your Bible? Hart’s response: end the conversation.
A month passed, and Hart now had received an eviction notice. He went to his mom’s
house with the notice. “They’re about to kick me out,” he told her.
Her response: Talk to me when you read the Bible.
“I can’t talk to you right now,” Hart said, “I just can’t.”
He went back to his apartment. But when he saw the Bible, he decided to open the book.
Six rent checks fell out.
“I felt like the biggest jerk ever,” Hart said. He apologized to his mom who then
explained her actions. “I asked you to read it because you need to stay faithful along your
journey.”2
If Hart had listened to his mom in their ﬁrst conversation instead of becoming emotional
or thinking about what he wanted to say, Hart could have reduced his anger, worry, and stress.
What if Hart had taken the time to ask his mom some speciﬁc questions: Why is reading the
Bible so important? Is there something I should speciﬁcally read? Instead, Hart listened to his
internal emotional conversation and experienced negative emotions, emotions which can affect
creative abilities. Hart’s feelings of frustration from his failure to listen are not uncommon.
College students can feel this way in their conversations with family or friends, while listening to
a classroom lecture, or during discussions at their jobs. And yet, students rarely trace their
feelings back to their inability to listen—or the fact that the educational system designed to help
them be excellent communicators has neglected to teach them the art of listening.
2Hart

told this story to Oprah Winfrey during an interview on March 24, 2014. https://www.youtube.com/
watch?v=pSN8k8mRJKU
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The ﬁrst listening research was not that long ago. In 1926, Detroit school superintendent
Paul T. Rankin conducted the ﬁrst major listening study by examining the daily communication
among 21 people of various ages and occupations. Results showed that people spent 42 percent
of their waking hours in listening.3 Subsequent research work with college students and working
adults continued to verify listening as the main communication skill used throughout the day.4
Ralph Nichols, a professor at the University of Minnesota, was the researcher who
brought popular attention to the crisis of people not listening. In 1957, Nichols turned his
research into a mass market book entitled Are You Listening? This was considered the ﬁrst book
devoted to the science of listening for the public. He continued to write numerous articles for
academic journals and popular magazines.
One of his research projects studies identiﬁed the 100 worst listeners and the 100 best
listeners in the freshman class at the University of Minnesota. From this research with college
students, Nichols would write several of his most popular short publications, including the “Ten
Bad Listening Habits.”5 His listening research and writing earned Nichols the nickname of the
“Father of Listening.”
Despite the lack of social media decades ago that would have promoted a list like the
“Ten Bad Listening Habits”—complete with countless postings on platforms such as Facebook/
Meta, TikTok, or Twitter—this list from Nichols continues to ﬂoat around the Internet more than

3Rankin,

Paul. “The Importance of Listening Ability.” The English Journal, vol.17, no. 8, 1928, pp.

623-630.
4The

last major study was Janusik, Laura A., and Andrew D. Wolvin. “24 Hours in a Day: A Listening
Update to the Time Studies.” International Journal of Listening, vol. 23, no. 2, Jan. 2009, pp. 104–20 and
can be accessed through EKU libraries at https://libproxy.eku.edu/login?url=https://search.ebscohost.com/
login.aspx?direct=true&AuthType=ip&db=eric&AN=EJ867214&site=eds-live&scope=site
To see and read the original pamphlet “Listening Is A 10 Part Skill” by Nichols, go to https://listen.org/
Resources/Documents/Nichols10PartSkill.pdf
5
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60 years later. For example, Dartmouth College, an Ivy League institution, has created a graphic
ﬂow chart of the 10 bad listening habits.6
For the ﬁrst time, the bad habits list of Nichols has been turned into a quick yes-or-no
quiz with 10 questions to provide a personal evaluation of listening.7
1. Yes or No: In a listening situation, I have said to myself, “This is dull or boring.”
2. Yes or No: I have found fault or criticized a speaker based on looks, actions, voice.
3. Yes or No: When I react strongly to what I hear, I evaluate content before a speaker ﬁnishes.
4.

Yes or No: I focus on listening for facts.

5. Yes or No: I have trouble taking notes in academic settings.
6. Yes or No: I can fake attention to a speaker by my body language.
7. Yes or No: Others (or my phone) can easily distract me while I am trying to listen.
8. Yes or No: I prefer listening to easy information.
9. Yes or No: Emotional words can get in the way of my listening.
10. Yes or No: My mind wanders during lectures since I am unfamiliar with listening skills.
The more yes answers in the quiz, the greater likelihood of a serious problem with
listening effectively. If one’s score is that of most college students (and most people)—mainly

6https://students.dartmouth.edu/academic-skills/sites/students_academic_skills.prod/ﬁles/

students_academic_skills/wysiwyg/ten_bad_listening_habits.pdf
7Created

by the author of this resource based on the original pamphlet uploaded at https://listen.org/
Resources/Documents/Nichols10PartSkill.pdf and https://www.millersville.edu/gened/ﬁles/pdfs-facultyhandbook/15-ten-bad-listening-habits.pdf
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yes answers—this resource is good news. If college students practice the advice given by the
listening leaders their quiz results will improve. Of course, learning listening skills is not about a
better score. The beneﬁts of effective listening are much greater, according to the research shared
by listening leaders in this resource. College students who learn and practice listening skills will
improve their academic work, elevate their status as a caring friend to others, increase their
success in whatever work they do, and bring together their communities.
So, what options do college students have with this resource?
1. Ignore their quiz score and think “Why bother? I’ve managed okay so far.” (Is that true?
Would not some ideas to help with listening in class or with other people make life easier/
better?)
2. Search the Internet for listening help. (Remember those searches are usually common-sense
advice and do not reﬂect the latest listening research.)
3. Take an introductory college communication course. (Probably bad news for listening. Great
news for speaking since many introductory college communication courses focus on public
presentations.)
4. Skim read a few chapters of the resource. (That is a good start but resist the temptation.)
5. Give this listening resource a chance. (Remember what readers of this resource have so far
seen? People who become more effective listeners increase their daily feelings of wellbeing.)
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Katie Alford
As an assistant professor in the School of Education at
McKendree University in Lebanon, Illinois, Katie Alford
encourages future teachers to seek out instructional activities that
promote good listening. Her other academic interests include
literacy in content areas, multimodal writing, and listening skills
that increase empathy. Alford won an award for her article
“Explicitly Teaching Listening in the ELA Curriculum” (English
Journal, 2020). She recently has published “Teaching Listening as
a Form of Empathy Building” (Voices from the Middle, 2021).

The Intricate Skills of Listening
Katie Alford remembers well how an actor and author convinced her about the
importance of learning listening skills. Alford was listening to a podcast with guest Alan Alda
discussing his book If I Understood You, Would I Have This Look on My Face?8 Alford
recognized Alda as the award-winning actor for his role as chief surgeon “Hawkeye” Pierce in
the war comedy series M*A*S*H. As Alford listened to Alda discuss the problems created by
people not knowing how to listen, she thought, “I am the person he’s talking to. Why do we not
teach listening? Why?”
Alford had enjoyed—and been successful—in teaching students reading and writing
skills in public school. However, she could not stop thinking about Alda’s words. She wondered
what she had missed by not learning listening skills as a student. What should she teach her
students about listening? Motivated to learn more, Alford bought a copy of Alda’s book.
She was fascinated with Alda’s insights on listening that were based on his acting
experiences. Alda acknowledged that when people think about acting, they may focus on the

8Alda

has written three memories, all New York Times best sellers. If I Understood You was published by
Random House in 2017. EKU library has a physical copy of If I Understood.
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process of speaking lines. However, Alda ﬁnds that the best acting comes from responsive
listening. He writes in If I Understood You:
You don’t say your next line simply because it’s in the script. You say it because
the other person has behaved in a way that makes you say it. Relating to them
allows them to have an effect on you—to change you. It’s not just in acting that
genuine relating has to take place—real conversation can’t happen if listening is
just my waiting for you to ﬁnish talking (p. 10).
Alda also wrote that listening is contagious. The more he listened to others, the more others
listened to him. This atmosphere of contagious listening can result in people developing
empathy, Alda believes.
Alda’s ides energized Alford. She wanted her students to ﬁnd listening contagious and to
listen to others to develop empathy. However, as Alford began her research into listening, she
discovered three reasons why listening has not been taught: absence of widespread knowledge
about the impact of listening on learning; educational standards that favor reading and writing
above oral language; and the scarcity of resources geared towards teaching listening.
Alford personally witnessed the scarcity of listening resources. In 2019, she attended the
convention for the National Conference of Teachers of English (NCTE) in Baltimore, Maryland.
Among hundreds of books, she only found two that speciﬁcally addressed teaching listening.
This situation motivated Alford to join the list of academic professionals who write about
listening and who share strategies to teach listening. In one of her ﬁrst academic articles on
listening, Alford wrote:
In today’s world we so often as listeners focus on formulating our responses that we
forget to listen to understand what a person has to say. We favor, even celebrate, rash and
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curt responses, not deep consideration of what we have heard…Perhaps we can blame
this tendency on social media or our political landscape, but as an English teacher and
teacher educator, I ﬁnd myself asking: Have I prepared my students to listen well?
(p. 22)9
Alford also has stopped labelling listening the way many people do—listening as a soft
skill. Instead, she refers to listening as “intricate skills,” which creates the image of listening as a
detailed system that requires deliberate and organized learning. “When I ﬁrst started reading
about listening, I was shocked to learn how much faster the brain moves in hearing than the ear
does,” Alford says.
The concept of brain speed as faster than hearing is cited by researchers who compare the
words people speak per minute (from 160-200 words) to the brain’s ability to process
information at least three times faster.10 “In the lag time between what the speaker is saying and
what the brain has processed, college students can become distracted, or they can think of other
things,” Alford says. “Sometimes college students become bored. This lag time in the brain can
make focusing difﬁcult. It’s a hard truth, but in a lecture-based environment students may lose a
lot of learning—and that includes losing tuition dollars—if they don’t know how to listen.”
Since the teaching of listening has been neglected in education, Alford encourages
college students to personally assume the responsibility to learn. “They will have to coax their
9See Alford’s

article “Explicitly Teaching Listening in the ELA Curriculum: Why and How.” English
Journal, vol. 109, no. 6, July 2020, p. 22-29. EBSCOhost, https://libproxy.eku.edu/login?url=https://
search.ebscohost.com/login.aspx?direct=true&AuthType=ip&db=eue&AN=144764609&site=edslive&scope=site
10Many

research studies discuss the difference between speaking speed and brain processing speed. For
example, Rodero, Emma. “Do Your Ads Talk Too Fast To Your Audio Audience?: How Speech Rates of
Audio Commercials Inﬂuence Cognitive and Physiological Outcomes.” Journal of Advertising Research,
vol. 60, no. 3, Sept. 2020, pp. 337–49. EBSCOhost, https://libproxy.eku.edu/login?url=https://
search.ebscohost.com/login.aspx?direct=true&AuthType=ip&db=bth&AN=145690993&site=edslive&scope=site
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minds into the complicated work of learning to listen,” she says, “but the beneﬁts outweigh the
work.”
Although Alford’s writing and research has focused on listening strategies for middle
school teachers to use in their classrooms, she sees these same listening strategies beneﬁting
college students with higher-level work. Alford recommends that college students practice
summarizing, connecting, and visualizing as part to developing their listening ability.11 “I have
seen what happens when students do something with what they have listened to,” Alford stresses.
“Listening becomes power.”
All three strategies—summarizing, connecting, and visualizing—have the common
thread of requiring college students to turn any content they have listened to, such as a lecture,
into another format. When students rework their lecture notes they are strengthening their
listening memory, Alford says.
With summarizing, college students create back outlines or write abstracts from lecture
notes. To make a back outline, students use their lecture notes to reconstruct an outline format
that highlights relevant information. To complete an abstract, students write a one-paragraph
narrative that highlights the main idea and several key points of the lecture notes. Often the back
outline or abstract will help college students identify their listening gaps—content they have
missed during a lecture. Furthermore, these exercises show college students how easily they can
lose listening power—even for a few seconds—if they allow themselves to be distracted by
looking at their devices to read or send a text message.

11See

pp. 24-26 of Alford’s article “Explicitly Teaching Listening in the ELA Curriculum: Why and
How.” English Journal, 2020, vol. 9, no. 6, July 2020. EBSCOhost, https://libproxy.eku.edu/login?
url=https://search.ebscohost.com/login.aspx?
direct=true&AuthType=ip&db=eue&AN=144764609&site=eds-live&scope=site
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College students can also improve their listening skills by connecting the information
they have heard to themselves. "When they hear content in a classroom, students should ask
themselves: How does this information play out in my life?” Alford says. “They should write
down the connections they are making in their notes. This is another way we keep listening and
staying engaged to the content.” When students make a connection with the content, they also are
building their unique voice and seeing its value, which allows allows them to enter an academic
conversation conﬁdently, Alford notes.
College students also should try visualizing information to improve listening skills, a
process which turns listening into more than an auditory process, according to Alford. She
recommends a technique known as sketchnotes.12 College students can transform the way their
notes look by adding relevant images, dialog bubbles, different colors, or different fonts to make
key points stand out.
Since Alford began her research and writing about listening, she has seen her professional
and personal life positively affected. She recalls how one faculty get-together went from being a
job obligation to pleasurable when she preplanned her approach. Alford deliberately decided to
focus on being a listener. “I planned to not be self-centered and think about my responses, but
focus on what others had to say,” she says.
This focus-on-others approach also has proven effective in personal settings. Alford has
become good friends with a neighbor who shares similar interests, such as mothering, but who
has different political viewpoints. "We see reality different, but now I listen to her as a way to

12EKU

library has several academic articles about sketchnotes. For example: Weber, Heidi. “Stances,
Signposts, and Sketchnotes: Approaches for Active Engagement with Content.” Ohio Journal of English
Language Arts, vol. 59, no. 1, June 2019, pp. 25–29. EBSCOhost, https://libproxy.eku.edu/login?
url=https://search.ebscohost.com/login.aspx?
direct=true&AuthType=ip&db=eue&AN=144793279&site=eds-live&scope=site
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understand her,” she says. Alford credits learning this listening concept from author and speaker
Margaret Wheatley who maintains that listeners must “be willing to be disturbed.”13 Wheatley
wants people to allow their beliefs and ideas to be challenged—“willing to be disturbed”—
because they choose to listen instead of forming conclusions. “Listening is about not making
assumptions, but asking probing questions,” Alford says.
When college students listen to their peers, they are learning a skill that will serve them
in life and work beyond their classrooms, Alford emphasizes. “When college students listen, they
change their world. They are ready to signiﬁcantly change society. They will become engaged
citizens, workers, teammates, partners, and leaders.”

E. A. R. from Dr. Alford
Embrace—College students must embrace listening not as a soft skill, but “intricate skills” that
require deliberate and organized learning.
Aware—College students must be aware that they should “do something” with what they have
heard in the classroom, such as summarizing, connecting, and visualizing.
Respond—College students can respond to others by being “willing to be disturbed.” This kind
of listening can create empathy for others.

Want to connect more as an EKU student?
Students can access two listening articles by Dr. Alford through EKU’s databases:
“Explicitly Teaching Listening in the ELA Curriculum: Why and How.” English Journal, 2020,
vol. 9, no. 6, July 2020. EBSCOhost, https://libproxy.eku.edu/login?url=https://
search.ebscohost.com/login.aspx?
direct=true&AuthType=ip&db=eue&AN=144764609&site=eds-live&scope=site
“Teaching Listening as a Form of Empathy Building.” Voices from the Middle, vol. 29, no. 1,
Sept. 2021, pp. 36–39. EBSCOhost, https://libproxy.eku.edu/login?url=https://
13See

p. 38-41 in Wheatley, Margaret J. Turning to One Another: Simple Conversations to Restore Hope
to the Future. Berrett-Koehler, 2009. EBSCOhost, https://libproxy.eku.edu/login?url=https://
search.ebscohost.com/login.aspx?direct=true&AuthType=ip&db=eue&AN=152755291&site=edslive&scope=site
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search.ebscohost.com/login.aspx?
direct=true&AuthType=ip&db=eue&AN=152755291&site=eds-live&scope=site
Dr. Alford cited two resources also available at the library:
A physical copy of Alan Alda’s If I Understood You, Would I Have This Look on My Face?
An ebook of Margaret Wheatley’s Turning to One Another: Simple Conversations to Restore
Hope to the Future. https://libproxy.eku.edu/login?url=https://search.ebscohost.com/login.aspx?
direct=true&AuthType=ip&db=eue&AN=152755291&site=eds-live&scope=site
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Andrea Eggenberger
As an instructor in the Department of Psychology at the
University of Louisiana in Lafayette, Louisiana, Andrea
Eggenberger works to improve student motivation and
persistence. Her other academic interests include active listening
skills, working memory processes, instructional methods, and
academic development at community colleges.She recently
published “Active Listening Skills as Predictors of Student
Success in Community College” (Community College Journal of
Research and Practice, 2021).

Persistent Listening
Andrea Eggenberger worked as a Rogerian counselor before she began teaching college
courses in psychology. As a Rogerian counselor, she used therapy tools that had developed by
American clinical psychologist Carl Rogers (1902-1987). As a research pioneer in
psychotherapy, Rogers had many questions, including why some counselors addressed client
problems better than others. Eggenberger says the research of Rogers surprised many, including
his ﬁnding that counselors who listened more than they talked did better with clients. Before the
research of Rogers, many professional counselors had focused on asking clients probing
questions. The counselors often used the answers from clients to analyze, judge, and give advice
to them. The research of Rogers, however, indicated a new direction for counseling that focused
on listening.
In 1957, Rogers and coworker Richard Farson coined the phrase active listening. When
they introduced that concept in a 35-page book, they never realized the widespread acceptance
that active listening would gain, including its use in ﬁelds beyond counseling. Rogers and Farson
wrote:
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(Active listening) requires that we get inside the speaker, that we grasp, from his
point of view, just what it is he is communicating to us. More than that, we must
convey to the speaker that we are seeing things from his point of view.14
Rogerian principles, such as active listening, are often taught to college students if they
major in areas like psychology, counseling, and communication. Eggenberger, however, became
convinced that college students in all disciplines would beneﬁt from learning and persistently
practicing active listening. She wondered speciﬁcally if college students who understood the
basics of active listening skills would improve their academic achievement in college, which
could affect their employability after graduation.
“College students who are active listeners will build resilience, and resilience means
staying and ﬁnishing college,” Eggenberger says. “Students may not see the actual value of
having active listening skills in the moment, but they need to be aware of the relationship
between how they listen and how well they perform in class.”
Eggenberger began her research on active listening in fall 2018 with 19 community
college students in Louisiana who had enrolled in a ﬁrst-year introductory psychology course as
part of their general education. One of her ﬁrst realizations about college students and listening
surprised her—students think they are listening when they are not. “Sometimes students do not
realize how their body language is indicating a disconnect,” Eggenberger says. “Listening does
not look like multitasking. Students do not understand that they are supposed to show the speaker
that they are understanding.”
Eggenberger administered a self-reporting listening evaluation known as the Active-

14Carl

Rogers and Richard Farson’s 1957 book Active Listening was reprinted in 2015 with the original
cover by Martino Publishing. The book originally was published by the Industrial Relations Center of the
University of Chicago.
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Empathic Listening Scale (AELS) to the 19 students.15 The AELS not only measures a broad
spectrum of active listening skills, but the results can show students what listening areas need
improvement. In administering the AELS, Eggenberger instructed students to choose the answer
that best ﬁts their perception of their active listening skills. The AELS contains 11 statements that
pertain to three aspects of listening—sensing, processing, and responding.
Sensing refers to how a listener understands speech as relational.
Processing involves a listener’s cognitive (brain-based) abilities when hearing speech.
Responding measures the feedback behavior of the listener, both verbal and nonverbal.
College students reading this resource also can take the AELS to evaluate their active
listening skills. Each statement of the 11 statements in the AELS requires a self-rating of
between 1 to 7, with 7 being always or almost always true.
The Active-Empathic Listening Scale (AELS) Version: General, Self-Report
Please read each statement and indicate how frequently you perceive it is true about you with the
following scale:
1=never or almost never true
2=usually not true
3=sometimes but infrequently true
4=occasionally true
5=often true
6=usually true
7=always or almost always true

15AELS

was developed by Graham D. Bodie. His listening leader proﬁle is in Chapter 3 of this resource
as listening leader in research. The AELS was ﬁrst published in 2011 “Active-Empathic Listening Scale
(AELS): Conceptualization and Evidence of Validity with the Interpersonal Domain.” Communication
Quarterly, vol. 59, no. 3, pp. 277-295.
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Sensing
I am sensitive to what others are not saying.
I am aware of what others imply but do not say.
I understand how others feel.
I listen for more than just the spoken words.
Processing
I assure others that I will remember what they say.
I summarize points of agreement and disagreement when appropriate.
I keep track of points others make.
Responding
I assure others that I am listening by using verbal acknowledgments.
I assure others that I am receptive to their ideas.
I ask questions that show my understanding of others’ positions.
I show others that I am listening by my body language (e.g., head nods).
After students shared their self-reporting results, Eggenberger followed standard
academic research protocols, which included coding and analyzing responses. She found a
correlation between students who reported better listening skills with a ﬁnal higher grade in the
course.
Eggenberger also interviewed four students who took the AELS to gain further
perspectives. She noted that three of the four students discussed how the fast pace of the course
contributed to their stress levels, often leaving them unable to focus. Stress can be
counterproductive to effective listening, Eggenberger notes. For college students who feel
stressed in a fast-paced course, she recommends they deliberately practice being quiet in mind
and body within a classroom to increase their ability to listen and understand content.
A quiet mind and body also can be helpful when college students try to develop another
active listening skill—the practice of paraphrase. “College students should paraphrase what they
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have heard,” Eggenberger says. “If they can pick out and repeat key words with emphasis, they
will increase their understanding of content and get to the root of the message.”
If college students cite boredom as a barrier to active listening, Eggenberger recommends
they acknowledge the feeling, but immediately ask the question, “What am I going to do to ﬁx
this?” College students must assume the responsibility for active listening, she says. “Students
need to ﬁgure out what they need to listen for. They can also learn to be okay with boredom.”
Like any worthwhile skill, Eggenberger emphasizes that active listening requires
persistent practice. “The ability to listen effectively is not something that a person is born with or
automatically knows how to do. Listening is a skill that requires students to be aware of
themselves, including at what point they are struggling because of a bias they feel or the situation
itself.”

E. A. R. from Eggenberger
Embrace—College students must embrace the importance of being quiet in mind and body in a
classroom to better understand the message.
Aware—College students should use their self-reporting information from the AELS (ActiveEmpathic Listening Scale) to improve their listening.
Respond—College students should respond to speakers verbally and nonverbally to show they
are actively listening and understanding the message.

Want to connect more as an EKU student?
Students can access the article by Eggenberger by going to the EKU Libraries homepage and
clicking on the “My Checkouts” link located at the top right corner. This takes users to their My
Checkouts portal.To create a new request for Eggenberger’s article, click on the Requests tab
and enter the information from the last line of her opening biography.
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Michael P. Nichols
As professor in the Department of Psychology at the College of
William and Mary in Williamsburg, Virginia, Michael P. Nichols
practices and teaches family therapy. His areas of specialization
include family therapy, couple dynamics, and gender. A third
edition of his best-selling The Lost Art of Listening was released
in 2021 with new insights about listening in the digital age. Photo
unavailable.

Learning the Lost Art
When college students hear the title of Michael Nichols’s ﬁrst book The Lost Art of
Listening, they have little or no reaction. But when they hear the title of his second book, a
deﬁnite response is much more likely. Nichols’s second book is entitled Stop Arguing with Your
Kids. Even though both of books emphasize the importance of listening, the title of the second
book often stirs up past or present realities for college students. Most students remember
situations where discussions with their family was tense, Nichols says. However, he maintains
that the listening experiences with parents can be the foundation for college students learning
how to listen better.
College students can begin to learn how to listen by going home and talking to their
parents with one goal—no upset reactions during conversations, according to Nichols. “In most
conﬂicts, people don’t listen to each other,” he says. “We get a lot of practice in not listening—
and not being listened to. As a result, many college students have never learned to handle
emotional reactions that come from being with their family. This can now mean that as college
students, they carry around a propensity for their buttons to be pushed. Although students usually
are not daily facing their parents, they are facing other people who are challenging the advice
they’ve been given or the ideas they’ve developed.”
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When college students can learn to move beyond any emotional reactivity while listening
in conversations, particularly with their parents, they have passed a milestone. Nichols writes:
Making peace with your parents means being in emotional contact with them,
being yourself, and letting them be themselves. Changing your relationship to
them doesn’t mean changing them; it means changing the way you react to
them. Notice what they do that drives you crazy. Notice how you respond.
That you can change. The more you learn to resist the urge to ﬂare up in the
face of their provocations, the more self-possessed and unﬂappable you’ll
become in all the rest of your relationships. When it comes to emotional
reactivity, your parents are the ﬁnal exam. (p. 189)16
Whether college students ﬁnd themselves listening to parents, or in a classroom listening
to instructors, or on campus listening to friends, listening will present several ironies. "When
people do not listen to us, we think they are selﬁsh and inconsiderate,” Nichols says. "But when
we don’t listen, it’s because we are bored, tired, or feel like we are being talked down to.”
Another irony about listening is that initially a conversation is a one-sided relationship,
Nichols explains. “The heart of listening is a struggle to suspend our own needs and really pay
attention to another person,” he says. “Suppressing the urge to talk can be harder than it sounds.
We must never pretend to be listening as a way of being perceived as caring. We must actually
care and show that we care.” This may be a problem for people learning to listen, Nichols says,
since most people naturally balk at one-sided relationships.
The oversimpliﬁcation of listening—as simply speaker and listener—has caused
problems, he says. Listening situations have multiple elements, such as speaker, listener,
16See

details in the chapter “How to Defuse Emotional Reactivity” The Lost Art of Listening, Guilford
Press.
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message, implicit message, context, and listener’s response. Nichols advises college students to
accept these listening conditions:
1. Listening takes hard work and effort. Full-effort listening may not be worth doing if
the conversation is casual.
2. Hear someone out and do not interrupt. Eye contact is helpful. Listen for not only
ideas, but feelings.
3. People do not feel listened to unless others show they have heard by asking for more
details. When listeners take the time to ask questions, they are developing understanding and
appreciation for others instead of being tempted to react.
Nichols also encourages college students to ask and answer this difﬁcult question: “Do
you rely on sympathy and presume you understand, or do you use empathy and work at
listening?” College students may not understand the value of empathy above sympathy, he says.
Sympathy may be a way for listeners to acknowledge “how sad” in hopes that the conversation
will switch to their side and allow them to share their problems. “Empathic listening means
working a little harder at understanding before asking people to do the same for you,” Nichols
explains. “The empathic listener celebrates the naturalness of what the speaker is feeling—with a
response like, ‘No wonder you were mad.’ Emotional listening support can help overcome a
speaker’s tendency to hold back.”17
In his book The Lost Art of Listening, Nichols provides exercises to help people,
including college students, evaluate their listening habits. For example, he shares different
scenarios and asks readers to evaluate not what they should say, but what they would typically
say.

17See

details in the chapter “Empathy Begins with Openness.” The Lost Art of Listening, Guilford Press.
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Someone says: “I’ve had a terrible headache all afternoon.”
How do you respond?
1. Maybe you should take some aspirin.
2. Maybe you shouldn’t drink so much coffee.
3. Gee, that’s a shame.
4. Gee, that’s a shame. When did it start?
5. I’ve had a headache, too. Maybe it has something to do with a change in atmospheric
pressure.
Nichols points out what is happening in the different responses of the listener. Response 1
is advice; 2 is criticism; 3 is an empathic comment that closes off conversation; 4 is an empathic
comment that opens conversation; and 5 is talking about oneself. Nichols advises that college
students work at making empathic comments that invite people to elaborate and go deeper.
Listening at a job is another setting where college students can encounter communication
problems such as “Why doesn’t my boss listen to me?” Nichols points out that in many
workplaces, people are not promoted because they are good listeners, but because they are good
workers—and maybe good talkers. "The mistake many college students make in trying to get
through to a supervisor who does not listening,” Nichols says, “is the same mistake people make
in dealing with difﬁcult people in our lives. We try to change people. And if that doesn’t work,
we give up.”
Nichols advises college students to follow the same pattern he sets out with parents—
change the relationship with the other person by controlling one’s emotional reactivity.
Gossiping and letting off steam to others, including co-workers, is not a wise path, according to
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Nichols. These kinds of reactions can lock a college student into passivity and resentment instead
of solving the problem.18
Ultimately, the reason why college students—and all people—do not listen well is
because people do not “get all the listening they need,” Nichols explains. "We need people to
listen to us. We have feelings to share. We have untold stories. We must think of listening as a
way of being generous to people. Not being listened to is hard on the heart.”

E. A. R. from Dr. Nichols
Embrace—College students should embrace learning to listen by talking with their parents and
learning to control emotional reactivity.
Aware—College students should be aware of their listening habits and work at making empathic
comments that invite others to share more or go deeper.
Respond—College students should respond to supervisors who do not listen by changing how
they respond to that person instead of gossiping and complaining to coworkers.

Want to connect more as an EKU student?
College students can view Dr. Nichols’ page with his publisher:
https://www.guilford.com/author/Michael-P-Nichols

18See

details in the chapter ““Being Able to Hear Friends and Colleagues.” The Lost Art of Listening,
Guilford Press.
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Nido R. Qubein
As president of High Point University in High Point, North
Carolina, Nido R. Qubein teaches weekly seminars for his
freshman students that emphasize professional life skills, such as
listening. Since he has become president in 2005, High Point has
grown 300 percent in student enrollment and increased their assets
from $56 million to a billion dollars. As a successful business
leader, author, and speaker, Qubein has given more than 7,000
presentations worldwide and has authored 11 books, including
How To Communicate Like A Pro and Stairway to Success: The
Complete Blueprint for Personal and Professional
Achievement. Photo from High Point University.

S. L. O. W.
When Nido R. Qubein arrived in America from Jordan, he had $50 in in his pocket and
only knew a few English words. His father had died when he was six. His mother, who only had
a fourth-grade education, worked outside the home to provide for her three sons and two
daughters. “We had meager possessions, but we were never hungry,” Qubein recalls. “Most of
all, our soul and heart were fed with a belief that God created us in His image.”
Qubein vividly remembers one highlight from his childhood that taught him an important
lesson about giving. Their Episcopalian church in Jordan would receive care packages every
Christmas season from American Mennonite Churches. Qubein still recalls the power of those
packages—a towel, a pencil, a paper pad, a piece of chocolate. “I learned that even the smallest
gift can be a great blessing.”
Since his mother had emphasized education, when Qubein graduated from high school,
he was determined to seek higher education in America. Mount Olive Junior College in Mount
Olive, North Carolina, admitted him even though he could not even pass the SAT test. "I was
determined to work twice as hard as other students,” Qubein says. “I knew that part of my
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success was my commitment to learn the English language—not just learn to speak English, but
to speak with ﬂuidity and ﬂow. To do this would require me to be a very attentive listener.”
His goal was to learn 10 new words every day, a goal he accomplished by making and
reviewing 3-by-5 notecards. Qubein laughingly recalls the ﬁrst word he wrote down on an index
card—dumb ass. "I had no idea what the phrase meant,” he says, “but I had heard it so many
times a day that I thought it must be important.”
After graduating from junior college, Qubein went 120 miles southeast to High Point
College to earn a four-year degree. Next, he attended the University of North Carolina in
Greensboro, received a master’s degree in business, and began his own business. His ﬁrst
venture involved writing and producing leadership materials. Within two years Qubein had
68,000 customers across the world. “I had to pay my dues,” he recalls, “and I was working 17
hours a day. I knew it would not always be this way, the long hours. But I also know that
everyone has two types of pain in this world—the pain of discipline or the pain of regret.”
Eventually, Qubein found an international speaking platform and expanded his audience
by writing books, consulting with businesses, and coaching individuals. In 2001, he became
executive chair of the Great Harvest Bread Company which sells fresh-baked bread. Four years
later he added another responsibility when he accepted the presidency of High Point University.
Qubein recalls incredible satisfaction at being asked to lead a university since his mother had
worked so hard to emphasize education in the family. The business and communication skills
that helped him grow his career would likewise help him expand High Point University from a
student base of 1,450 students to 6,000 students, and from a campus footprint of 91 acres to 520
acres.
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From his years in business, Qubein understands how the job market can change rapidly
and unpredictably. Therefore, he focuses on “extraordinary life skills” as the top educational
priority of High Point students. “Life skills can only appreciate in value,” he says. As part of his
commitment to this goal, Qubein personally teaches numerous seminars at High Point for all
ﬁrst-year students. One of his classes includes an emphasis on listening where Qubein shares his
S.L.O.W. method of communication: Speaking not talking; Listening not hearing; Observing not
seeing; Writing not scribbling.
“If college students do not listen, they have a habitual liability,” Qubein says. "Listening
is not just about the ears but listening with non-verbal actions, such as smiling and eye contact
and nodding with the head.” He also reminds college students of two important life principles:
focus is more important than intelligence and attitude is everything. These two principles are the
foundation for students to become effective listeners.
Overconﬁdence can be a great danger for college students, Qubein explains. "They may
think to themselves—I don’t need that information—I can ace the work or exam by reading a
book later,” he says. “But students will pay a tremendous cost if they chose not to listen well.
Listening is a hard skill to develop, but an easy skill to live with. It’s all about connecting with
ideas and people.”
The ability to connect is how college students move forward in learning any skill, Qubein
says. Connection is especially important if college students are struggling with a speaker or class
that is boring or difﬁcult. “Students must be determined to extract from the speaker speciﬁc ideas
to help them,” Qubein says. “Students must never get too comfortable. The comfort zone is the
enemy of relevance. In every situation students must look for and listen for information that
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helps them be relevant. Overconﬁdence and the comfort zone are bad habits from college that
can transfer into a career.”
For example, people who have a career in sales “can talk their way out of a sale, but
listen their way into one,” Qubein says. “Salespeople, like so many other professions, must listen
to their customers to ﬁnd out what the needs are. Once you know the needs you can concentrate
on ﬁlling those needs. Skilled negotiators know that no progress can be made until they have
heard and understood what the other side wants.”
Qubein has created a three-column chart called Keys to Effective Listening that college
students may ﬁnd useful during college and throughout life.19
Keys to Eﬀective Listening

What Bad Listeners Do

What Good Listeners Do

Finds areas of interest

Tunes out dry subjects

Finds opportunities & asks “What’s
in it for me?”

Judges content, not delivery

Tunes out if delivery is poor

Judges content, skips over delivery
errors

Holds ﬁre

Tends to enter into argument

Doesn’t judge until comprehension
complete

Listens for ideas

Listens for facts

Listens for central themes

Uses ﬂexibility

Takes intensive notes using
only one system

Takes fewer notes & uses diﬀerent
systems depending on speaker

Works at listening

Shows no energy output and
attention is faked

Works hard, exhibits active state of
body

Resists distractions

Is distracted easily

Fights or avoids distractions,
tolerates bad speaking habits,
knows how to concentrate

Exercises the mind

Resists diﬃcult expository
material; seeks light
recreational material

Uses heavier materials as an
exercise for the mind

Keeps mind open

Reacts to emotional words

Does not get hung up on words

Capitalizes on thought being
faster than speech

Tends to daydream with slow
speakers

Challenges, anticipates, mentally
summarizes, weighs evidence,
listens between the lines

19

Reproduced with permission from https://www.nidoqubein.com/KeystoEffectiveListening.pdf
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Qubein’s advice in his chart is self-explanatory and highlights the necessity of deliberate
action in listening. College students may ﬁnd that his notation of good listeners taking fewer
notes counterintuitive. “College students should never take notes without knowing what they are
going to do with their notes,” Qubein explains. "The best notes come from ﬁrst thinking about
the ﬁnal action. If students know their notes from a class will be the basis for a test, then they
must ﬁgure out a way to organize the notes and make sure that they have ﬁlled in any missing
gaps.”
“Learning to listen takes time and practice,” Qubein says. “Students must also
remember that failure is always part of the process. Our biggest enemy to listening may be
thinking of listening from our own vantage point. Students must listen to the ideas of others as a
way to understand.”

E. A. R. from Dr. Qubein
Embrace—College students should embrace Qubein’s S.L.O.W. method of communication:
Speaking not talking; Listening not hearing; Observing not seeing; Writing not scribbling.
Aware—College students must be aware of the danger of becoming too comfortable. The
comfort zone is the enemy of relevance. Students must look for and listen for information that
helps them be relevant.
Respond—College students should respond to Qubein’s three-column chart, Keys to Effective
Listening, by working on a different effective listening skill each week.

Want to connect more as an EKU student?
If students type Nido Qubein into the EKU library search bar, numerous articles about Qubein
will appear. Other links include:
https://www.highpoint.edu/president/
www.NidoQubein.com
http://www.appleseeds.org/Qubein_Communicate-Pro.htm
Qubein was chosen as a guest in an Amazon Prime series “In Case You Didn’t Know" with Nick
Nanton. His speciﬁc segment, entitled “Nido Qubein: Extraordinary is a Choice,” and can be
viewed free at https://vimeo.com/watchdnaﬁlms/review/370364818/3cf216709c?#
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Shane Saﬁr
As a writer, coach, and innovator, Shane Saﬁr has worked at every
level of the education system—from classroom to board room—and
continually emphasizes the power of listening. Her book The
Listening Leader: Creating the Conditions for Equitable School
Transformation(Jossey-Bass, 2017) shares powerful stories and
practical tools on how educational leaders can leverage listening to
transform schools. Her second book, Street Data (Corwin, 2021)
continues her educational crusade to rebuild schools—from the
student up—through listening with humility and courage. Photo by
Stephanie Seacrest.

Listening As A Cairn
In August 2010, Shane Saﬁr moved across the world. She took a sabbatical year and left
her work as an instructional and leadership coach on the West Coast to teach Jordanian and
Palestinian high school students in Amman, Jordan. A few weeks after her arrival in the Middle
East, she and her four-year-old child headed 120 miles south to spend the day hiking and
exploring the Dana Nature Reserve—a place that has been labelled “Jordan’s best kept secret.”
The Dana includes a melting pot of plants and animals from three continents: Europe, Africa, and
Asia. As they walked, mother and child found the air hot and dry and their looping trail poorly
marked—except for the cairns. Cairns are carefully stacked piles of stones serving as trail signs
to keep walkers on the right path. Each cairn fascinated them. According to Saﬁr, the cairn
symbolizes “delicacy yet strength; a sense of balance and building upon rather than knocking
down; and generosity in leaving a sign behind to help others.”20

20Cairns

are known by different names and have been used throughout history by diverse cultures as
guidance through unfamiliar territory. See p.189-191 in The Listening Leader, Jossey-Bass, 2017.
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Seven years passed between her time in Jordan and the publication of her ﬁrst book, The
Listening Leader, but Saﬁr knew the image
she wanted on her book cover: a cairn, her
symbol of what listening represents.
Although Saﬁr’s book originally was
written for educational leaders who needed
listening skills to transform their schools, her
work is equally beneﬁcial for college students as future leaders. “The abrupt isolation and other
problems caused by the COVID-19 pandemic has highlighted even more our great need for
listening in all professions and at all levels,” she says.
Using research and work experiences as her foundation, Saﬁr developed listening
strategies based on the need to practice awareness and the need to build relational capital.
College students who understand the concepts of awareness and relational capital will ﬁnd
greater success and satisfaction in their listening, she says. Awareness describes what college
students need to know to be effective listeners. Relational capital describes the practices used by
college students during listening.
College students should be aware that “listening is brain-savvy,” according to Saﬁr. Her
unique phrase is designed to encourage college students to approach listening in a different way.
Brain-savvy has nothing to do with IQ, GPA, or test scores. College students are “brain-savvy”
when they use their brain to make speciﬁc mental moves of calming down and focusing during
listening situations. “These moves allow students to quiet the emotional brain so relevant data
can enter,” Saﬁr explains. Not surprisingly, when relevant data enters the brain, college students
also increase their chances of making better judgements. Partnerships are built when listeners are

EFFECTIVE LISTENING

68

brain-savvy, she explains, since the listener brain is actively working to connect to the speaker
brain.21
College students must also be aware of how racial bias and cultural insensitivity diminish
their ability to listen. Saﬁr suggests college students embrace an attitude of humility and follow
this practical advice:
Become aware of your biases so that you can interrupt them. Before entering a
conversation [with someone] who may trigger you, take a 10-second pause to
ask yourself: What are my biases toward this person? How can I disrupt those
automated thoughts so that I can genuinely listen to him or her?22
Saﬁr also encourages college students to develop listening skills through the concept of
relational capital. She explains relational capital as what college students build when they show
genuine care and curiosity while listening to others. As a result of gaining relational capital,
when college students need a favor, they have capital to withdraw from their relational bank.
Relational capital can be built from practicing two speciﬁc kinds of listening: deep
listening or strategic listening. The situation and purpose of the interaction determines whether
college students should practice deep listening or strategic listening, Saﬁr says.
The late Buddhist monk and spiritual leader Thich Nhat Hanh used the phrase deep
listening as a means of building trust, connections, and relationships. According to Hanh, “You
listen with only one purpose: help him or her empty the heart.”23

21See

pp. 33-35 for more details about brain-savvy listening. The Listening Leader. Jossey-Bass, 2017.

22See

pp. 55-78 for more details about listening for equity. The Listening Leader. Jossey-Bass, 2017.

23See

p. 109 in The Listening Leader. Jossey-Bass, 2017. The Hanh content comes from an interview with
Oprah Winfrey at https://www.youtube.com/watch?v=lyUxYﬂkhzo
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To deeply listen, Saﬁr says, one must recognize the importance of nonverbal cues. "I
think nonverbal cues have been sidelined somewhat by the pandemic since we have swung so
much to virtual gatherings,” she says. “Of course, listening is more than body language. But we
have to pay attention to body language.” Other important nonverbal cues include facial
expression, eye contact, breathing patterns, voice, and tone.
Deep listening results in what Saﬁr calls “mature empathy”—an expression she uses to
emphasize a higher level of empathy. College students can develop “mature empathy” with
Saﬁr’s practical suggestion of using speciﬁc listening stems to respond to a speaker. Listening
stems refers to basic openings of sentences that listeners can use to show active listening and
caring. Two of Saﬁr’s recommended listening stems for deep listening include:
“As I listen to you, I’m hearing…”
"That must be tough. I am glad you trusted me enough to share this.”24
Relational capital can also be built with strategic listening. Unlike deep listening,
strategic listening involves speakers sharing with listeners then asking questions, Saﬁr says.
Strategic listening helps speakers gain clarity as they answer the questions of listeners—a
process that can help speakers modify their ideas or make better decisions. Saﬁr also has
developed listening stems for use in strategic listening situations. For example, if college
students ask the question “What matters most to you about…?” they may help a speaker ﬁnd a
different perspective.25 These kinds of listener questions are what Saﬁr calls artful questions—
questions that encourage different answers and unexpected reactions.

24see

pp.116-120 for a complete list of Saﬁr’s listening stems. The Listening Leader. Jossey-Bass, 2017.

25See

p. 133 in The Listening Leader. Jossey-Bass, 2017.

EFFECTIVE LISTENING

70

Learning how to listen may seem like difﬁcult work, but the rewards shown through the
metaphor of the cairn may help college students want to become listening leaders while still in
school. Saﬁr reminds college students that just as cairns guide travelers to stay on the right
physical path, a listening mindset can guide students to stay on the right emotional, academic,
and professional paths. "Listening requires self-discipline and inﬁnite wisdom,” she says. “We
don’t know everything. What do people from other backgrounds with other ideas teach us? We
only learn if we listen.”

E. A. R. from Shane
Embrace—College students can embrace a listening mindset as a cairn—delicate, strong, built
with effort, balanced, generous.
Aware—College students should be aware of listening as brain-savvy, which requires the
emotional brain to become quiet. Students also should be aware of racial bias and cultural
insensitivity and should interrupt their thoughts to ask if they are genuinely listening.
Respond—College students can develop deep listening and strategic listening by using listening
stems when responding to others—“As I listen to you, I’m hearing…” or “What matters most to
you about…?”

Want to connect more as an EKU student?
If students type in Shane Saﬁr in the box on the library homepage, they can read various articles
she has written for educational leadership publications. Students also can check out a physical
copy of Saﬁr’s book The Listening Leader from the library. Her website offers more details about
her work, including her latest research for the book Street Data (Corwin, 2021) at https://
shanesaﬁr.com. Photo of the cairn on p. 67 is from her website.
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Graham Bodie
As Professor of Integrated Marketing Communication in
the School of Journalism and New Media at the
University of Mississippi, Graham Bodie encourages
undergraduates and graduates to use their listening skills
to create and enhance social good. His current research
includes a large-scale study, funded by the National
Science Foundation, of how people listen to others when
sharing personal problems. He is a chapter author and
lead author for numerous listening research projects, as
well as co-editor oftwo textbooks from Wiley-Blackwell:
The Sourcebook of Listening Research: Methodology and
Measures(2018) and The Handbook of Listening(2020).
Photo by University of Mississippi.

Listen First
Graham Bodie will twist a phrase sometimes to make a humorous point about listening: if
college students listen and think before they speak, they won’t stick their foot in their ear. But
Bodie rarely misses an opportunity to encourage this serious point: college students should go
online and consider signing a listening pledge “I will listen ﬁrst to understand.”26 This online
pledge is part of Bodie’s passion with his after-hours work as Chief Listening Ofﬁcer for a
collaborative movement known as ListenFirst.
The ListenFirst website provides resources that encourage listening, with a speciﬁc focus
on bridging divides caused by toxic polarization. Bodie highlights the meaning of toxic
polarization by sharing statistics about American politics, also posted on the ListenFirst website.
The statistics include:27
54 percent say other people in America pose the biggest threat to the country.

26https://www.listenﬁrstproject.org

for general information; https://www.listenﬁrstproject.org/pledge for

the pledge form
27Complete

list of statistics at https://www.listenﬁrstproject.org/toxic-polarization-data
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42 percent see the opposing party as “downright evil.”
85 percent say those who voted for the other presidential candidate fail to
understand people like them.
62 percent say the political climate prevents them from saying what they believe.
ListenFirst offers 10 tips for a “Listen First Conversation”—a list that Bodie co-authored which
he calls “essential guidelines for any conversation that wants to prioritize understanding.”28
Bodie notes that these listening tips work between friends, family, or strangers and in settings
from a park bench to a classroom to an online forum. However, his passion for listening is not
limited to helping people have conversations about societal problems.
Bodie also seeks to help college students listen for understanding while they are in
meetings and classes. If disinterest is hindering the listening of students, he recommends students
ﬁrst look at how distractions, such as electronic devices, affect their ability to focus. Even if
students hear words, they may not be listening—a perspective which listening researchers such
as himself continue to battle.
“Listening is not an ear-based phenomenon,” Bodie emphasizes. "I want to be the kind of
listener who is self-aware of what my barriers are. I want to fully show up to get all the
information. College students should be asking themselves: Am I open to receiving all the
information?” Even if college students are willing to receive all the information, a major
listening barrier can come from their lack of self-awareness about their cognitive listening habits,
he says.
In 2020, Bodie led a research project that analyzed how four listening habits impacted the

28

https://www.listenﬁrstproject.org/tips
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way people listened in various contexts.29 The research was grounded in the meaning of content
and relationship. This listening model focused on four habits is known as ECHO, which is an
acronym for Effective Communication for Healthy Organizations. The four listening habits are:
connective listening — focuses on what matters to others.
reﬂective listening — focuses on what matters to themselves.
analytical listening — focuses on facts, data, timelines, resources.
conceptual listening — focuses on ideas and possibilities.
According to Bodie, college students who do not understand their listening habits may
not adequately prepare for situations that require specialized listening approaches. For example,
in a college general education math or science class, when the emphasis is on mastering facts,
college students may have difﬁculties if their listening habit is not analytical or looking for facts
and data.
One listening habit is not better than another, Bodie says. Understanding the listening
habits emphasize to people how much of listening is cognitive or brain based. Understanding of
their unique listening habits also help college students better prepare for listening before class,
during class, and after class.
Although Bodie knew little about the extensive aspects of listening when he started his
college career, he had experienced the power of a listening role model. As a teenage boy, Bodie
pumped gas and changed oil at a garage managed by Lynn Dossett. Learning the daily basics of
running a station was minor compared to the communication lessons Dossett taught. Bodie
recalls how customers would come to the station and ask for directions. Without thinking, Bodie
29Bodie,

Graham D., et al. “The Echo Listening Proﬁle: Initial Validity Evidence for a Measure of Four
Listening Habits.” International Journal of Listening, vol. 34, no. 3, Jan. 2020, pp. 131–55.https://
libproxy.eku.edu/login?url=https://search.ebscohost.com/login.aspx?
direct=true&AuthType=ip&db=eue&AN=145323243&site=eds-live&scope=site

EFFECTIVE LISTENING

75

would point someone in a direction and reply “Go up there, take a right at the red light and
continue until you see the Episcopal school…”
After the customers left, Dossett would ask Bodie, “What if the light is green?” “I learned
to be careful in how I used language, but even more careful in how I attended to others,” Bodie
says. “There’s a mysterious power in language and even more power in being a listener.”
Bodie carried that idea of the mysterious power of language with him when he decided
to major in communications at Auburn University. As an undergraduate he says he was
“extremely curious as to how knowledge was created”—and those curiosities would push him to
attend graduate school, also at Auburn. Not only did Bodie learn that knowledge creation could
be clumsy and chaotic, but an assigned project in one course introduced him to his passion of
listening research. He remembers two questions that plagued him: At times when it is so
desperately needed, why don’t we listen? And what does that even mean, to be a good listener?
Bodie is still trying to answer the ﬁrst question—Why don’t we listen?—as he continues
to teach, research, and write. As a professor, he has received awards for teacher of the year. As a
researcher, he oversees a listening lab that designs and conducts research. As a writer, he has
been co-editor of two major texts on listening, an author of 15 book chapters, and a contributor
to 64 journal articles.
As to the second question—What does that even mean, to be a good listener?—Bodie
now has a strong dislike of the terms good listener or bad listener. "There are no such creatures,”
Bodie says, “only someone who is listening effectively or inappropriately.” With an increase in
adjectives placed in front of the word listening, such as active listening or empathic listening,
students may think there are many ways to approach listening, he says. But Bodie emphasizes
that college students should understand their listening as either effective or inappropriate.
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“Listening is when students use their ﬁnite set of habits to show up in novel situations ready to
pay attention.”
Non-verbal listening behaviors have been overemphasized, according to Bodie. “Turn on
a Netﬂix comedy and hit the mute button. Is anyone laughing if they can’t hear the words?”
Unfortunately, popular Internet resources about listening encourage non-verbal listening
behaviors—such as punctuating conversations with head nods and “hmmm” noises—as ways to
show active listening to others, he says. Bodie asks college students to think about these
questions: Do the basic actions of appearing to listen encourage listeners to be pretend listeners?
Do these behaviors really give speakers the support they need?
The concerns about a set of behaviors associated with listening prompted a team of
researchers lead by Bodie to analyze the effectiveness of standard verbal listening behaviors
(such as open questions and paraphrasing) and standard non-verbal listening behaviors (such as
forward leaning and eye contact). The study involved 301 college students who shared their
personal problems with another person under controlled conditions.30 The student feedback
indicated that on the average verbal listening behaviors of open questions and paraphrasing were
more helpful than non-verbal behaviors. Bodie sees the need for more research in this area if
people want to learn what are the best responses to those who are hurting. In other words, further
research can help college students know how to practice the most effective listening behaviors.
Not only can nonverbal behaviors not be the best approach to help others, but

30Bodie,

Graham D., et al. “The Role of ‘Active Listening’ in Informal Helping Conversations: Impact on
Perceptions of Listener Helpfulness, Sensitivity, and Supportiveness and Discloser Emotional
Improvement.” Western Journal of Communication, vol. 79, no. 2, Mar. 2015, pp. 151–73. https://
libproxy.eku.edu/login?url=https://search.ebscohost.com/login.aspx?
direct=true&AuthType=ip&db=edb&AN=101715369&site=eds-live&scope=site
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college students may ﬁnd that when they try to “put themselves in the shoes of others” they
create more misunderstandings. To twist another phrase, Bodie recommends that college students
“listen without shoes” and practice “barefoot listening” instead of “being in someone’s shoes.”
Bodie developed this perspective after reading Nicholas Epley’s book Mindwise.31 Although
Epley does not approach his ideas in Mindwise speciﬁcally through the lens of listening, Bodie
sees the connections clearly. Epley advocates that instead of trying to ﬁgure out another person’s
perspective—in essence be a mind reader—one should ask direct questions. Bodie uses Epley’s
example of trying to ﬁnd someone the perfect gift: “You can think really hard, or you can simply
ask that person questions and listen closely to develop an understanding of that person,” Bodie
says. “Barefoot listening really does lighten the load when we can simply ask questions and
listen.” The idea of listening as a means of lightening the load may be attractive to college
students who face stress from many areas, according to Bodie.
Unfortunately, seeing listening as a load lightener does not negate its complexity as a
skill. Listening as a complex skill rather than natural or instinctive is another concept researchers
in listening seek to promote. If college students are unsure about the complexity of listening,
Bodie points out that any listening situation has ﬁve potential areas of confusion:32
1. What was said
2. What was meant
3. What was done

31Summary

of book by author at this link: https://lifeclub.org/books/mindwise-nicholas-epley-review-

summary
This list comes from a listening overview written by Bodie found at https://static1.squarespace.com/
static/5633a3ade4b02b1547969346/t/59dbb5648419c2ad856de214/1507571046072/
Introduction+to+BPL_Week+1+Reading+2.pdf. For details about his professional listener self-directed
workbook, http://www.grahambodie.com/bpl
32
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4. What the speaker wanted to achieve
5. The speaker’s underlying motivation
When college students do not listen—or learn how to listen—they are not letting their
“better angels shine,” Bodie says, borrowing a phrase used by President Abraham Lincoln in his
ﬁrst inaugural address. “College students have the capacity to listen, but they have not been
given the opportunity to practice those skills. College students should remember the ABCs of
listening—Attitude, Behavior, and Cognition with attitude being the most important. Becoming a
listener does not happen overnight, but I hope that every day I am inspiring people to listen and
to understand.”

E. A. R. from Dr. Bodie
Embrace—College students should embrace Bodie’s statement: I want to be the kind of listener
who is self-aware of what my barriers are. I want to fully show up to get all the information.
Aware—College students should be aware of the beneﬁts of barefoot listening instead of putting
oneself in someone else’s shoes. Asking questions can help college students gain correct
perspectives.
Respond—Students should respond to the need for increased listening in society by looking at
https://www.listenﬁrstproject.org

Want to connect more as an EKU student?
The EKU library has ebook copies of the two books Bodie co-edited:
The Handbook of Listening offers diverse perspectives on listening from researchers and
practitioners in ﬁelds including architecture, linguistics, philosophy, audiology, psychology, and
interpersonal communication.
https://libproxy.eku.edu/login?url=https://search.ebscohost.com/login.aspx?
direct=true&AuthType=ip&db=nlebk&AN=2507973&site=eds-live&scope=site
The Sourcebook of Listening Research: Methodology and Measures won the
2018 Distinguished Book Award from the Communication and Social Cognition Division of the
National Communication Association.
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https://libproxy.eku.edu/login?url=https://search.ebscohost.com/login.aspx?
direct=true&AuthType=ip&db=nlebk&AN=1575634&site=eds-live&scope=site
If students go to the Academic Search Ultimate database and type in Graham Bodie, they can
read PDF copies of his research work.
Other online sources include:
http://www.grahambodie.com
https://www.echolistening.com/graham-bodie.html
https://www.listenﬁrstproject.org
https://masterimc.olemiss.edu/faculty/graham-bodie-phd/
https://static1.squarespace.com/static/5633a3ade4b02b1547969346/t/
59dbb5648419c2ad856de214/1507571046072/Introduction+to+BPL_Week+1+Reading+2.pdf
If students type “YouTube Graham Bodie” in a search engine, numerous clips will appear.
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Laura A. Janusik
As the past McGee Chair of Communication and now professor
emeritus from Rockhurst University in Kansas City, Missouri,
Laura A. Janusik helps individuals and teams better align their
communication through the power of Listening. Often called “Dr.
J.,” she has spent more than 20 years researching, publishing,
teaching, and training listeners in an effort to “help the world
listen…one person at a time.” As the ﬁrst scholar to introduce
Working Memory Theory to listening research, Dr. J. considers
herself a listening cognitivist, and her most recent work focuses
on metacognitive listening strategies. Photo by Gabrielle
Brancato.

Listening Can Change A Life
Laura Janusik has two trademarks for all her short YouTube videos: a bold bright
sunﬂower in the background and a short powerful piece of listening advice. Her listening advice
comes from three sources: working with college students, conducting listening research on a
university campus, and living. In one YouTube video, she shares a personal listening insight she
discovered after moving her mother into an assisted-living facility. Despite Janusik’s hopes for
deeper conversations with her aging Mom, the conversations have not yet happened. Her unmet
expectation led her to share this observation in her video: "I have learned I must listen for what
(someone) wants to tell me, not what I want to hear.”
Janusik remembers her days as a college student when she never thought about the
subject of listening, let alone giving advice on how to listen. Like many soon-to-be college
graduates, she was concerned with ﬁnding people to write glowing letters of recommendation for
the perfect job. She decided that taking a course with her advisor, from whom she especially
wanted a glowing letter, would be a smart move. Little did Janusik realize that taking a listening
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course with Dr. Andrew Wolvin33 would change her life. "I didn’t want to be a listening person,”
she admits. “Listening chose me.” She quickly was mesmerized by Wolvin’s passion for listening
and realized how the ability to listen enhanced every area of life.
After she graduated, Janusik and Wolvin worked together on several research projects
that included co-authoring several academic journal articles. One of their research projects
measured the average daily communication hours spent by United States college students within
various contexts. An earlier research study with college students reported that most of their daily
communication time was spent listening with as much as 53 percent.34 Janusik and Wolvin
wanted more speciﬁcs on the statistics of how college students were listening. For example, they
wondered if students were listening more in class or listening more to friends or listening more
on devices, such as a phone or computer. They examined the communication habits of 680
students at a large university in the East and found that the largest amount of communication
time was spent with friends—48 percent—followed by school, work, and families. Within a
typical day, college students spent 24 percent of that time listening, 20 percent speaking, 13
percent using the Internet, 9 percent writing, and 8 percent reading.35
Their research, published in 2009, was the last published major communication time
study with college students (as of March 2022). Janusik believes that updated research will show
an even larger percentage of Internet listening. “More than ever, communication among college
33Andrew

Wolvin is a professor and Executive Director, Oral Communications Program in the College of
Arts & Humanities at University of Maryland. He has co-authored several books in the ﬁeld including
The Public Speaker/The Public Listener and Communicating: A Social, Career, and Cultural Focus.
34Barker,

Larry et al. “An Investigation of Proportional Time Spent in Various Communication Activities
by College Students.” Journal of Applied Communication Research, vol. 8, 1980, pp. 101-109.
35Janusik,

Laura A., and Andrew D. Wolvin. “24 Hours in a Day: A Listening Update to the Time
Studies.” International Journal of Listening, vol. 23, no. 2, Jan. 2009, pp. 104–20. https://
libproxy.eku.edu/login?url=https://search.ebscohost.com/login.aspx?
direct=true&AuthType=ip&db=eric&AN=EJ867214&site=eds-live&scope=site
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students is in a mediated format, speciﬁcally social media,” she says. “The younger generation
has more friends and interactions than any other generation. And yet, their communication may
not be as deep and intimate because we’ve lost some of that face-to-face listening.”36
Janusik is concerned how the loss of face-to-face listening affects the academic,
professional, and personal lives of college students. She has developed a college-level guide to
explain the four factors which inﬂuence listening—affective, cognitive, behavioral, and relational
—known as “The Listening Quad.”37 Just as the word quads refers to an important muscle group
that beneﬁt from exercise, so “The Listening Quad” is designed to beneﬁt the listening muscles
of college students. “The Listening Quad” is based on The Janusik Law of Listening: “Knowing
how to do something no longer is good enough, but doing it is what counts. It is in the doing of
listening that we build relationships.” Her guide also shares many free online assessments to help
college students understand their levels of listening within each quad. [Note: All evaluations
recommended by Janusik for college students to take are listed in alphabetical order in Chapter 5
of this resource.]
Listening as affective refers to the emotional elements of listening—how college
students feel about their listening and how they actually feel while they are listening. Janusik
recommends college students take two different evaluations to identify the strength of their
affective listening abilities: Roberts and Vinson’s Willingness to Listen scale (WTL) and
Snyder’s Self-Monitoring Scale (SMS).

36Storch,

Sharon, and Anna Juarez-Paz. “The Role of Mobile Devices in 21st-Century Family
Communication.” Mobile Media & Communication, 2018. They reported that on an average Americans
listen to their smartphones 46 times a day.
37Janusik’s

Four Quad work, “A Research Based Framework for Teaching Listening One Lesson at a
Time” is available to members of the International Listening Association (ILA) through their website
https://listen.org. The report is housed in their Listening In Education archive, Vol. 8, 2018, pp. 6-70.
Janusik served as president of ILA in 2010.

EFFECTIVE LISTENING

83

College students have been surprised, according to Janusik, at their scores from the
Willingness to Listen (WTL) scale, which measure their motivation or desire to listen in different
situations and with different people. The WTL also identiﬁes a listener’s apprehension. If the
WTL score is low, Janusik recommends college students follow three listening practices that may
seem surprising: adequate sleep, proper food, and honesty.
“Lack of sleep reduces energy levels,” Janusik says, “and this can result in students
having difﬁculty in concentrating. Students also need food since glucose fuels the brain
functions. Students may not realize that glucose cannot be stored in the brain since it runs
through the bloodstream. I remember how I would bring baked treats on test days for the
students to help them out.”38 Janusik also recommends students practicing honesty to increase
their affective listening. “If students do not have the time or energy to listen effectively, and they
have the opportunity to listen later, then they should be honest and say so.”
Another online self-assessment to measure affective listening is Snyder’s (1974) SelfMonitoring Scale (SMS). This scale identiﬁes the extent to which individuals have the will and
ability to modify how they are perceived by others. College students who are surprised by their
SMS scores should not look at the results and equate high self-monitors as “good” and low selfmonitors as “bad,” according to Janusik. “Those who have a high score may be perceived as
having no backbone, while those with a low score may be perceived as not caring about others,”
she says. Instead, Janusik sees the SMS results as helping college students consider which
professions they are better suited for. When college students are aware of how affective factors
inﬂuence their listening, that information gives them a foundation to improve, Janusik says.
38For

more research, on the link between food and listening see Morris, Neil, and Peter Sarll. “Drinking
Glucose Improves Listening Span in Students Who Miss Breakfast.” Educational Research, vol. 43, no.
2, Summer 2001, pp. 201–07. https://libproxy.eku.edu/login?url=https://search.ebscohost.com/login.aspx?
direct=true&AuthType=ip&db=psyh&AN=2001-01695-007&site=eds-live&scope=site
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Listening as Cognitive brings listening into the rational realm and emphasizes how one
thinks (versus feels) about listening. Cognitive listening practices, such as showing interest,
paying attention, or formulating pre-questions, are ways college students boost their
comprehension. Often these cognitive practices happen at an unconscious level.
Janusik’s cognitive research work has focused on the role of listening and Working
Memory (WM) Theory.39 WM maintains that one area in the brain holds the resources for both
attention and memory. When college students need longer to understand and create meaning
from information (attention), they are less likely to retain the information (memory). “An easy
way for college students to understand Working Memory is to ask them to remember the ﬁrst
university course in their major,” Janusik says. "After the ﬁrst semester, most students admit they
felt like they learned or remembered little. Subsequent courses become easier because students
now have a framework of information. This framework frees up the brain for more storage or
memory. By their senior year, most students feel that they are remembering more in courses.”
Janusik also is interested in metacognitive listening strategies—how college students
deliberately think about listening, including their ability to monitor and control thoughts, identify
problems and concerns, and choose strategies to ﬁnd solutions. Metacognitive listening strategies
have been used for several decades to help teach listening in foreign language courses. However,

39Janusik,

Laura Ann. “Building Listening Theory: The Validation of the Conversational Listening Span.”
Communication Studies, vol. 58, no. 2, June 2007, pp. 139–56. Also see Unsworth, Nash, et al. “Are
Individual Differences in Attention Control Related to Working Memory Capacity? A Latent Variable
Mega-Analysis.” Journal of Experimental Psychology: General, vol. 150, no. 7, July 2021, pp. 1332–57.
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research in metacognitive listening in a student’s primary language has been limited. Thus far, a
universally accepted list of metacognitive listening strategies has not been developed.40
Janusik provides a brief example of metacognitive listening to help college students
understand the beneﬁts: students are listening in class and recognize they do not understand
something—which is self-appraisal or making a judgment about what is happening. Students
then ask the instructor to restate information they do not understand—which is ﬁnding a way to
reach the goal of understanding.
She recommends college students habitually plan for their listening before classes and
continually evaluate their listening during classes. Students can evaluate themselves with these
actionable steps provided by Janusik:
1. Before I start to listen in class, I have a plan in my head for how I am going to listen.
2. After listening in class, I think back to how I listened, and about what I might do
differently next time in class.
3. As I listen in class, I periodically ask myself if I am satisﬁed with my level of
comprehension.
4. I have a goal in mind as I listen in class.41
Besides metacognitive listening skills, Janusik also has been fascinated with how
different groups understand listening. For example, one of Janusik’s close colleagues, Dr.

40Janusik,

Laura Ann, and Teri Varner. “(Re)Discovering Metacognitive Listening Strategies in L1
Contexts: What Strategies Are the Same in the L1 and L2 Context?” International Journal of Listening,
Oct. 2020, pp. 1–12. https://libproxy.eku.edu/login?url=https://search.ebscohost.com/login.aspx?
direct=true&AuthType=ip&db=asn&AN=150245902&site=eds-live&scope=site
41From

the Metacognitive Listening Strategies Instruments (MLSI) by Janusik & Keaton, 2011. In
Worthington, Debra, and Graham D. Bodie. The Sourcebook of Listening Research: Methodology and
Measures. Wiley-Blackwell, 2017, p. 444. https://libproxy.eku.edu/login?url=https://
search.ebscohost.com/login.aspx?direct=true&AuthType=ip&db=nlebk&AN=1575634&site=edslive&scope=site
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Margarete Imhof, has conducted extensive research into how young children equate listening
with nonverbal behaviors such as eye contact.42 When they both realized a mutual interest in how
different cultures can view listening, they created a Listening Concept Inventory (LCI). This tool
was designed to gather data on how a person thinks about listening.
Research has supported that culture inﬂuences the way people think, according to
Janusik. Therefore, she and Imhof were interested in how culture may inﬂuence how people
listen. They speciﬁcally looked at two different cultures and focused on four factors related to
listening: Information Acquisition, Relationship Building, Learning, and Evaluative Listening.
Since Imhof is a professor for Educational Psychology at the Johannes Gutenberg
University in Mainz, Germany, and bilingual in German and English, their ﬁrst cultural research
work in 2006 involved 358 German and American college students. They found that colleges
students from both cultures seemed to underestimate, or take for granted, the effort required in
listening, Overall, they found that more German college students viewed listening as a
relationship-building activity while American college students viewed listening as learning and
integrating material.43
Their LCI work was revised by other listening scholars and its name received an R at the
end to reﬂect revision—LCI-R. In 2017, Janusik and Imhof used the LCI-R to expand their

42Imhof,

Margarete. “In The Eye of the Beholder: Children’s Perception of Good and Poor Listening
Behavior.” International Journal of Listening, vol. 16, no. 1, May 2002, p. 40-56. https://
libproxy.eku.edu/login?url=https://search.ebscohost.com/login.aspx?
direct=true&AuthType=ip&db=cms&AN=9321603&site=eds-live&scope=site
43See

p. 93. Imhof, Margarete, and Laura Ann Janusik. “Development and Validation of the Imhof-Janusik
Listening Concepts Inventory to Measure Listening Conceptualization Differences between Cultures.”
Journal of Intercultural Communication Research, vol. 35, no. 2, July 2006, pp. 79–98. https://
libproxy.eku.edu/login?url=https://search.ebscohost.com/login.aspx?
direct=true&AuthType=ip&db=cms&AN=22898125&site=eds-live&scope=site
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research which included more than 1,600 college students from Japan, Europe (Germany,
Finland, and Bulgaria), and America. They wrote:
Results suggest that listening seems to play different roles in the
communication system of a culture, and that listening may be associated with
more or less speciﬁc behavior expectations—eventually, prestige and respect
for the listener. When individuals from different cultural backgrounds interact,
they might be communicating based on quite distinct assumptions which—
when they remain implicit—may more likely than not result in misinterpretations
of the communication behavior and, thus, cause misunderstanding and
confusion.44
Janusik and Imhof found that female students from the Japanese culture had the most
complex concept of listening both in terms of strength and scope. Of the four factors of listening
—Information Acquisition, Relationship Building, Learning, and Evaluative Listening—
Japanese students ranked relationship listening higher than the Europeans and Americans. The
Japanese students also had a greater ability to shift their ideas during listening.
No matter the culture of college students, Janusik believes that the growing use of
technology will seriously affect their abilities to listen. Her concern stems from the inability of
people to listen and at the same time do other word-based activities such as reading a text,
watching television, or searching the Internet, she says. Janusik recommends students take an

44See

p. 93. Janusik, Laura, and Margarete Imhof. “Intercultural Listening: Measuring Listening Concepts
with the LCI-R.” International Journal of Listening, vol. 31, no. 2, May 2017, pp. 80–97. https://
libproxy.eku.edu/login?url=https://search.ebscohost.com/login.aspx?
direct=true&AuthType=ip&db=cms&AN=122640821&site=eds-live&scope=site
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online test produced by Dave Crenshaw called “The Myth of Multitasking” to show they have
the inability to do both simultaneously.45
Listening as Behavioral focuses on the verbal and nonverbal behaviors of college
students as they listen, including how those actions are interpreted. Janusik likes what listening
researcher Belle Ruth Witkin has surmised: listening is primarily a cognitive activity that is
perceived behaviorally. Listening is what a listener does.46 “College students must understand
that their actions speak louder than words,” Janusik says. "Yes, behaviors are not a foolproof way
to assess if someone is listening, but they are often used by others to perceive listening
effectiveness.”
One of the primary distinctions between cognitive and behavioral listening models is
whether a response is necessary for listening to occur. Janusik has moderated some lively college
classroom discussions about the need for listener response. Most men agree that a response is not
necessary, and most women say a response is necessary. "It’s a moot point,” she says. "We make
meaning from the lack of another person’s response and that meaning is rarely positive.”
First impressions of people are powerful; ﬁrst impressions of how people are perceived as
listeners also is powerful. Research has identiﬁed speciﬁc behavioral actions—nicknamed the
Big Five—that are considered important in initial listening encounters. The Big Five behaviors
are attentive, friendly, responsive, conversational ﬂow, and understanding.47 All ﬁve actions also
have been connected to an area of listening behavior known as paraphrasing, Janusik says.

45

See Crenshaw in Chapter 5 of this resource.

Witkin, Belle Ruth. “Listening Theory and Research: The State of the Art.” International Journal of
Listening,Vol. 4, 1990, pp. 7-32.
46

47Bodie,

Graham D., et al. “Listening Competence in Initial Interactions I: Distinguishing Between What
Listening Is and What Listeners Do.” International Journal of Listening, vol. 26, no. 1, Feb. 2012, pp. 1–
28.
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College students may recall the concept of paraphrasing from college composition courses that
ask them to write a text in their own words. The importance of paraphrasing in a listening setting
is a means of building relationships, according to Janusik. She cites an interesting college class
activity used by a Texas college professor Carolyn Rester. This in-class exercise has college
students practice how to paraphrase and ask questions as part of empathic listening. Rester
explains why she developed the exercise:
University students often ﬁnd themselves in situations where empathic listening
is important. A friend is upset and needs to share her feelings. A roommate is
trying to make a decision and wants a sounding board. A classmate needs to
vent about her teacher, assignments, or grades. Unfortunately, many students
say that they want to listen empathically but shy away from these conversations
because they do not know what to say or because they are afraid they will say
the wrong thing.48
Traditional nonverbal listening behaviors—such as nodding of the head, leaning forward,
eye contact—are what Janusik calls “listening between the lines” and are considered important
even though they do not guarantee someone is listening. If college students want to improve their
behaviors while listening, Janusik recommends they complete an online test with a high level of
reliability and validity: The Eyes in the Mind test.
Listening as Relational focuses on how college students interact while they are
listening. This ﬁnal quad factor is a total collection of feelings, cognitions, and behaviors both
verbal and non-verbal. “The sum is greater than the parts,” Janusik says, “and listening as
relational is the essence of communication. Ultimately, listening is an act of love.”
48Rester,

Carolyn H. “Bonnie’s Problem: Using Effective Listening Response.” International Journal of
Listening, vol. 26, no. 2, Jan. 2012, pp. 75–78.
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E. A. R. from Dr. Janusik
Embrace—When college students embrace the power of The Listening Quad and its factors of
affective, cognitive, behavioral, and relational listening, they will do listening better.
Aware—College students should be aware that different cultures have different listening
standards and expectations which mandates students be sensitive listeners.
Respond—College students should respond to the beneﬁts of metacognitive listening by doing
self-appraisals during situations and deliberately activating appropriate strategies—such as
asking for clariﬁcation—to increase understanding.

Want to connect more as an EKU student?
If students put Laura Janusik’s name in the long oval box on the EKU library home page, they
will have access to many of her journal articles, including the ones mentioned in this leader
section.
Janusik shares her research liberally. A fascinating 25-page compilation of her istening research
ﬁndings can be found at the Global Listening Centre link:
https://www.globallisteningcentre.org/wp-content/uploads/2020/07/research-ﬁndings-onlistening-laura-janusik.pdf
Janusik’s home for the “Listening to Change” YouTube videos:
https://www.youtube.com/channel/UCoHQJLiTvAX7vHlj4p4AHMw
If students type “YouTube Laura Janusik” in a search engine, other clips will appear.
Other online sources include:
https://scottsambucci.medium.com/ep-88-listening-for-sales-an-interview-with-laurajanusik-715eda5f7850
https://www.listeningtochange.com
https://www.echolistening.com/laura-janusik.html
https://www.rockhurst.edu/directory/faculty/laura-janusik
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Ximena Vengoechea
As a user researcher who studies people and technology, Ximena
Vengoechea also uses her creative skills of writing and illustrating to
enhance her personal and professional work. She has worked in
management for companies such as Pinterest, LinkedIn, and Twitter
and is best known for her projectThe Life Audit.49She is the author
ofListen Like You Mean It:Reclaiming the Lost Art of True
Connection(Penguin, 2021) and the upcoming The Rest Trials in
2023. Photo by Kara Brodgesell.

Listen Like You Mean It
Ximena Vengoechea smiles when she announces her superpower: the ability to read a
room. This power refers to being aware of the opinions and attitudes of a group of people
gathered in a room. “This superpower was a big advantage for me when I decided to write a
book about listening,” she explains. “I saw how people missed crucial opportunities to go deeper
and make connections because they were not listening. Making connections—whether with other
people or with information—is what endures for the long haul.”
Her listening book is her second entrance into the world of publishing. Vengoechea
describes her ﬁrst book as a way to channel her inner middle schooler: Everything You Need to
Ace World History in One Big Fat Notebook. This notebook was part of a best-selling series of
study guides based on what a notebook would look like from the best middle schooler in the
class.
With her second book, she hopes readers learn to ace the practice of listening. Although
this book is not one big fat notebook, her content is nevertheless organized into three sections,

49Vengoechea

describes a life audit as a self-reﬂection exercise. She explains the how and the why of
doing a life audit with 100 Post-it notes at https://xsvengoechea.medium.com/how-and-why-to-do-a-lifeaudit-1d8bfbe1798
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complete with hand-drawn illustrations. The sections are titled Set the Stage (cultivating a
listening mindset); Navigate the Conversation (deepening and guiding conversations, even
difﬁcult ones); and Rest and Recharge (giving space to recover).
Vengoechea explains her approach to any subject, including listening, is that of a creative
storyteller. Although her listening book is geared to a general audience, college students will ﬁnd
her ideas practical and her advice on resting and recharging essential, she says. In February 2022,
Vengoechea shared many of her listening ideas to an audience that included college students
during an open forum sponsored by the University of Washington’s Communication Leadership
graduate program. Her goal was to show college students in the post-COVID era that listening
gives people the power and potential they need.
Before writing a listening book, Vengoechea had reﬁned her own listening skills as a user
researcher and manager at some of Silicon Valley’s top tech companies, such as Pinterest. As a
user researcher, she focused on understanding people who use or may someday use products
such as mobile apps and websites. "With every conversation I was required to quickly connect
with strangers,” Vengoechea says. "Sometimes the strangers needed to talk about topics they
don’t want to talk about, such as personal ﬁnances. I was supposed to ﬁnd out what makes
people tick, what drives them nuts, and how our products play a role in their lives.” She
described the job as challenging since an effective user researcher must make every interview
with an individual feel natural and easy.
During her work as a user researcher, Vengoechea realized her own approach to everyday
conversations changed. First, she became more self-aware of her own listening habits, such as
when her lack of attention or her emotions affected how she listened in a conversation. Second—
what she calls her “true researcher form”—she observed what made others around her effective
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listeners. Vengoechea found that the qualities of humility, curiosity, and the ability to ask
thoughtful and connective questions are primary traits of effective listeners—all traits that
college students can develop and practice.
“College students should always make a choice to listen,” Vengoechea says. "When we
are not listening, we are missing cues about people, their character, their motivations, what
information they are sharing.” Catching all the cues can help college students understand lecture
material, as well as help them develop themes, patterns, and insights from the material. If college
students think about listening for cues in a classroom, they may quickly see how listening can
make coursework easier, according to Vengoechea.
A listening mindset is the ﬁrst essential step that college students should desire. “If there
seems to be a barrier in listening,” Vengoechea says, “students should ﬁrst look to themselves.
Students must always come to class and be prepared to learn something. They must put aside
their own expertise or ideas, or they will ﬁnd their attitude a stumbling block. Students must
constantly ask themselves: What is the goal of this listening opportunity? Listening to a lecture
presumes a different intent than listening to a friend.”
One of Vengoechea’s biggest surprises in learning to be an effective listener was how
much goes on inside of her head while she is trying to listen. "It’s so easy to have inner
monologues and become defensive and emotional, especially if we are tired,” she says. “Students
must learn about themselves and how they show up in a conversation or a class. Self-knowledge
is an important key to listening well.”
Vengoechea remembers struggling her ﬁrst semester at Harvard University—before she
started reading the room to crack the code of what she saw engaged students doing. "I ﬁgured out
what the teachers were looking for,” she recalls, “and although I was shy and timid, I forced
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myself to participate at least one time in every class. I saw my grades go up. This was an early
lesson in listening because when I listened, I was able to ﬁgure out what to add to the
conversation.”
Listening will not only help college students in their current academic life, but in their
future professions. Vengoechea says that when college students can better understand their
bosses because of listening, they will produce better work that is on time. She recommends the
practice of empathetic listening, which has at its core the desire to connect. "College students
must seek to slow things down and understand what someone is saying and not saying—all with
the intent to understand,” Vengoechea says. Some of the beneﬁts of empathetic listening for
college students include building emotional intelligence, improving collaboration, and creating a
safe and inclusive environment.
To practice empathetic listening, Vengoechea offers college students six pieces of
advice:50
1. Stay present by quieting the inner monologue.
2. Observe nonverbal cues such as body language, pitch of voice, and pacing of speech.
3. Ask connecting questions by avoiding questions with yes or no responses and by
beginning questions with what or how.
4. Adapt to what is needed by being aware of one’s default listening mode (how one
typically shows up in a conversation) and be ready to do what is needed for the situation.
5. Play back to the speaker what one has heard by using phrases such as “What I think I
am hearing is…is that right?”
6. Redirect to include others with questions such as “What do other people think?”
50Her

complete article is available at https://cdo.mit.edu/blog/2021/05/25/why-empathetic-listening-iscrucial-for-your-career-and-how-to-do-it-well/
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“Deep down, empathetic listeners show that we are cared for,” Vengoechea writes in her
ﬁnal pages of Listen Like You Mean It. “We feel seen and valued…listeners can offer these
moments of acceptance, recognition, support, and understanding to others. Some people make us
feel more alive than alone. The difference? How much of an empathetic listener they are.”

E. A. R. from Vengoechea
Embrace—College students should embrace listening as a mindset that requires self-knowledge
and the willingness to recharge and rest.
Aware—College students should be aware that the qualities of humility, curiosity, empathy, and
the ability to ask thoughtful and connective questions are primary traits of effective listeners.
Respond—College students should respond to others with empathetic listening skills to build
their emotional intelligence, improve collaboration with others, and create a safe and inclusive
environment.

Want to connect more as an EKU student?
Students can check out a physical copy of Vengoechea’s book Listen Like You Mean It:
Reclaiming the Lost Art of True Connection(Penguin, 2021) from the EKU library.
If students put Vengoechea’s name in a search engine, they will access numerous articles that she
has written on personal and professional development for The Washington Post, Newsweek, Fast
Company, and on The Muse.
She has been a guest on numerous podcasts. The links include:
https://reconsidering.org/episodes/5
https://gregmckeown.com/episodes/episode/ximena-vengoechea-on-how-to-hear-what-reallymatters/
https://gretchenrubin.com/2021/04/ximena-vengoechea-author-interview
https://kristenmanieri.com/episode125/
Her virtual author page is https://www.ximenavengoechea.com
https://www.penguinrandomhouse.com/authors/2201891/ximena-vengoechea/
She writes a free monthly newsletter called Letters from Ximena on human behavior and
personal growth.
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Debra Worthington
As a Professor of Communication and Director of the School of
Communication and Journalism at Auburn University, Debra
Worthington emphasizes active student learning experiences. Her
listening research primarily has focused on listening measures and
assessment. She is lead author of the listening textbook, Listening:
Processes, Functions, and Competency, and co-editor of The
Sourcebook of Listening Research:Methodology and Measures;
The Handbook of Listening; and Listening, Community
Engagement, and Peacebuilding: International Perspectives
(forthcoming). Photo by Auburn University Photographic
Services.

Listening Matters and MATERRS
What is one of the most vital listening duties in society? That’s a question college
students may not have thought about, but Debra Worthington knows an important answer to that
question. "Being a juror is one of the most crucial listening responsibilities in society,” she
says.51 Worthington’s early career focused on courtroom communication, where she studied jury
selection and what affected the ﬁnal decisions from juries. "I have never served on a jury, but I
think of how many times a jury is deciding the lives of people, their livelihood, their future.
Jurors must really listen in the moment to make the best decisions. Not all trials allow jurors to
examine information again—or even take notes. People must pay attention during a trial.”
Not only must jurors listen well, but they are faced with the task of listening well for long
periods of time which is extremely fatiguing. “Listening is very difﬁcult,” Worthington
emphasizes. “Not only are jurors sitting there trying to listen to the facts and testimonies, but

51A Pew

Research Center survey in 2017 found that two-thirds of American adults (67 percent) said
serving on a jury “is part of what it means to be a good citizen.” https://www.pewresearch.org/fact-tank/
2017/08/24/jury-duty-is-rare-but-most-americans-see-it-as-part-of-good-citizenship/
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they also have their listening interrupted from attorneys making points they may not even
understand. This is where the ability to listen with an open mind is essential. It’s easy to get in a
place where we judge others and stop our listening mindset.”
Worthington notes that the best juries do not take an immediate vote when they go into
deliberation. "An immediate vote in essence locks jurors in their position and requires them to
now defend their position and not listen to what others have to say,” she says. “Jurors should go
behind closed doors and ﬁrst discuss the facts they have heard, not the verdict they believe.”
Despite her initial academic reputation in legal communication research, Worthington
switched her passions. One semester she received an invitation to visit the class of a colleague at
Auburn University and discuss her courtroom work. While there, she talked with Auburn
professor Margaret Fitch-Hauser who was a listening scholar and a trainer in listening
techniques. As she listened to the research Fitch-Hauser had done, Worthington wanted to
include jury listening in her work and answer questions such as “What factors affect the listening
of jurors?”
As she began this new research, Worthington found the overall ﬁeld of listening to be
relatively new and small, but one that drew her in with “ideas needing to be challenged, tested,
and shared.” She began working at Auburn and looking into different aspects of listening,
particularly its cognitive processes. Worthington and Fitch-Hauser combined their work to coauthor a listening textbook for undergraduates, now in its second edition, titled Listening:
Processes, Functions, and Competency.52 The textbook includes case studies, discussion
questions, listening activities, and speciﬁc chapters on the importance and difﬁculties of listening
in various professions, such as medical and legal.
52Worthington,

Debra, and Margaret E. Fitch-Hauser. Listening: Processes, Functions, and Competency.
Routledge, second edition, 2018. A physical copy is available in the EKU library.
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As a professor and researcher at a major university, Worthington offers speciﬁc listening
advice for college students. “Listening must be a goal-directed activity,” she says. “Students need
to ﬁgure out what their goal is for the listening situation. When students are in a philosophy or
biology class, they may be thinking, ‘I don’t want to be a philosopher or a biologist.’ That’s ﬁne,
but if students don’t have a goal on why they should be listening, they will not have the
motivation they need to truly listen.”
One of the obvious and necessary goals for listening includes knowing assignment
instructions. “College students have to determine what a professor wants from them,”
Worthington says. "Listening carefully to instructions makes sense. College students should not
just be listening for listening’s sake. If they are going to move from hearing to listening, they
must have a goal.”
Worthington also sees the ability of students to take notes as an integral part of any
listening situation. “Taking notes is a type of listening training,” Worthington says. "Taking notes
is how we record key ideas. This process can help us transfer information to long-term memory.
Notes serve as triggers for what we need to recall.”
If students understood how technology hurts their ability to listen, Worthington thinks
they would consider putting away their devices more often. “When a student comes to my ofﬁce
for a meeting, my ﬁrst response is to shut off my phone,” she says. "If I forget and the phone
rings, I do not look at my phone, but turn it off and deliberately place it face down on my desk.
This often surprises students, but this is a way I can show respect for them. I want to be fully
listening.” Worthington says that the physical presence of a phone, even if college students are
not accessing data, adds the stress of a third party entering a conversation at any moment.
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Devices also have encouraged students to think they can multitask, such as listen in class
and check their devices. “There’s no such thing as multi-tasking,” Worthington says. "That’s a
misnomer…it’s called switch tasking where people switch quickly from one task to another, but
they are not doing both tasks simultaneously. Only two percent of the population has been found
able to multitask—and then there’s the rest of us—we are switch tasking.” The primary problem
with switch tasking is its interference with the main task, and how well that main task is being
retained. An interruption to another task does not allow information to fully transfer to memory.53
An important contribution in listening research from Worthington and Fitch-Hauser has
been their development of an updated listening model which they included in their textbook. A
listening model emphasizes what listening skills and processes are needed to develop listening
competency. Their speciﬁc model is known as The Listening MATERRS Model. The ﬁrst letter
of each word in MATERRS represents interdependent elements used by listeners. This
information is especially applicable to college students as they try to understand how to improve
their listening skills.54
Mental stimulus
Awareness
Translation
Evaluation
Recall
Response
Staying connected and motivated
Mental stimulus refers to listeners attending to a noise; hearing is a physiological process
while listening involves intentionality. Awareness means listeners have mentally sorted the

53Cai,

Ran Alice, and Ana Guinote. “Doing Many Things at a Time: Lack of Power Decreases the Ability
to Multitask.” British Journal of Social Psychology, vol. 56, no. 3, Sept. 2017, pp. 475–92.
54See

pp.12-16 for more details about their model in Worthington, Debra, and Margaret E. Fitch-Hauser.
Listening: Processes, Functions, and Competency. Routledge, second edition, 2018.
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sounds or messages and are motived to focus. Translation refers to listeners recognizing the
components of the message. Evaluation means listeners are cognitively processing information
and determining if the information is worth moving to the next element. Recall involves two
types of memory—working memory which is what listeners access during a listening event—and
long-term memory which is the storehouse of information. Response is how listeners decide to
respond to what they have heard and may include verbal and nonverbal actions. This shows
listeners are aware of the entire message—words, emotions, and context. Staying connected and
motivated is central to the entire listening experience and ensures that listening is more than
going in one ear and out the other. Worthington emphasizes that college students who have
listening goals before going into a listening situation are more likely to stay connected and
motivated.
Besides co-authoring a college listening textbook, Worthington has co-edited two major
listening sourcebooks with former student Graham Bodie.55 Her extensive research and writing
has allowed Worthington to ﬁnd interesting twists and turns to listening. She smiles if someone
asks her for the deﬁnition of listening. She has studied dozens of deﬁnitions of listening that have
been developed through the decades by researchers trying to ﬁgure out how to put all the
complex components together. Listening is deﬁned different ways depending on the speciﬁc goal
for the situation. “Listening will mean something different if the goal is academic retention
versus social support,” Worthington says.
Despite gaining new knowledge about listening, she likes to think of the subject in simple
terms, which she shared in the textbook introduction. The goal of listening is “good listening”—a
term she borrowed from Professor Emeritus Joseph Beatty who elevated listening from an

55Bodie’s

interview also is included in the Research Leaders section.
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intellectual activity to a moral virtue.56 Beatty called listening “the virtue of virtues” and
believed that only through listening can college students understand themselves and others. "In
other words,” Worthington says, “listening gives college students the opportunity to be all they
can be and to help others do the same.”

E. A. R. from Dr. Worthington
Embrace—When college students learn to listen, they embrace the preparation needed for a vital
responsibility in society—being members of a jury.
Aware—College students must be aware that making speciﬁc goals before a listening situation
will help them stay connected and be motivated.
Respond—College students should consider putting away their phones as a powerful way to
fully listen during conversations. The physical presence of a phone adds the stress of a third party
entering a conversation at any moment.

Want to connect more as an EKU student?
Students can check out a physical copy of Dr. Worthington’s book Listening: Processes,
Functions, and Competency from the EKU library.
The EKU library has ebook copies of two books Worthington co-edited:
The Handbook of Listening offers diverse perspectives on listening from researchers and
practitioners in ﬁelds including architecture, linguistics, philosophy, audiology, psychology, and
interpersonal communication.
https://libproxy.eku.edu/login?url=https://search.ebscohost.com/login.aspx?
direct=true&AuthType=ip&db=nlebk&AN=2507973&site=eds-live&scope=site
The Sourcebook of Listening Research: Methodology and Measures won the
2018 Distinguished Book Award from the Communication and Social Cognition Division of the
National Communication Association.
https://libproxy.eku.edu/login?url=https://search.ebscohost.com/login.aspx?
direct=true&AuthType=ip&db=nlebk&AN=1575634&site=eds-live&scope=site

56Beatty

was working in the Department of Philosophy at Randolph-Macon College in Ashland, Va. when
he retired. Worthington references Beatty in p. 5 of her Listening textbook. Beatty’s original quote comes
from his essay “Good Listening” Educational Theory, vol. 49, no. 3, Summer 1999, pp. 281-298.
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If students go to the Academic Search Ultimate database and type in Debra Worthington, they
can read PDF copies of several of her academic journal articles related to legal communication.
One of the sources Dr. Worthington cited also is available through Academic Search Ultimate. If
you type in Joseph Beatty in the ﬁrst box and Good Listening in the second, you can read his
essay as a PDF.
Other virtual links include:
https://www.routledge.com/authors/i9178-debra-worthington
https://www.cla.auburn.edu/cmjn/communication/faculty/debra-worthington/
If students enter “YouTube Debra Worthington” in a search engine, they will ﬁnd several videos
including one with Worthington sharing how to listen with an open mind—the key to authentic
relationships. This video was part of a series designed for the International Day of Listening in
2017. Details on the International Day of Listening is found in Chapter 5.
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Dana Dupuis
As the founder of ECHO Listening Intelligence
headquartered in Boulder, Colorado, Dana Dupuis is
changing the way corporations think about listening. Her
team developed the ECHO Listening Proﬁle, a scientiﬁcally
validated tool to help people within organizations understand
the kind of information they hear. She helped write a
scholarly article on listening habits using the ECHO proﬁle
which focuses on new cognitive listening research (2020).

Game Changer: Knowing One’s Listening Habit
The phrase dog whisperer dates back thousands of years when people would use calming
communication techniques to work with their furry friends. When Dana Dupuis started working
after college graduation, she became a listening whisperer—except her furry friends were
corporate sales teams. For three years with ﬁve different companies, Dupuis realized she was
solving the same problem again and again: helping people learn how to listen.
Dupuis remembers well how she helped the members of one company listen because of
her own passion for skiing. She was asked to help a $40 million travel ski company “ﬁx” the
poor performance of a team of 32 salespeople. Unfortunately, no one on either side—sales or
management—was listening. As the listening whisperer, Dupuis taught both sides how to listen
to each other. As a result, the frontline sales of ski travel packages dramatically increased—what
management wanted. The sales team received what they wanted—a job where they worked four
days in sales and spent three days on the slopes.
As Dupuis continued to be an unofﬁcial listening whisper and solve corporate
communication problems, she kept asking herself: Why aren’t we teaching people how
to listen? Then one day she met a woman named Marian Thier who also had listening
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questions. Thier, who worked in diverse careers from television host to professor to
leadership communication coach, was puzzled why 10 people could go to the same
high stakes meeting and come out of the meeting with 10 slightly different or 10
extremely different understandings of the information they received. “Neuroscience
had just discovered that no two brains were alike,” Dupuis says, “and suddenly this
made sense to us. Since listening is cognitive based and everyone has a different
brain, we understood how people attending the same meeting could come out with
different information.”
Thier saw four distinct listening patterns in people that Dupuis
would later develop into a listening model known as ECHO.57 The four listening habits
are:
connective listening

focuses on what matters to others.

reﬂective listening

focuses on what matters to themselves.

analytical listening

focuses on facts, data, timelines, resources.

conceptual listening

focuses on ideas and possibilities.

A more detailed look at the four ECHO habits, including strengths and challenges of each
habit, is organized as a pie graph at the end of this section. College students can use these
descriptions of the four habits to make an informal assessment of their personal listening habits.
A formal ECHO assessment involves taking a 10-question, 40-item questionnaire in which a
certiﬁed listening practitioner reviews and discusses a personalized 20-page proﬁle.58 Although

57

ECHO also serves as an acronym for Effective Communication for Healthy Organizations.

58

https://echolisteningproﬁle.com/take-assessment?isIndividual=true
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the ECHO Listening Intelligence work has been primarily used in corporate settings, Dupuis sees
its growing inﬂuence within academia because of research with the habits.59
“We talk often about people being a good listener or a bad listener,” Dupuis says. “These
are outdated and simplistic ideas of listening. If college students understand how they listen—
what their habits are—they are better able to prepare for and adapt during any high-stakes
listening situation. College students, like all people, have some of all four listening habits, but we
may tend to prefer or lean on one habit above others.” She stresses that one listening habit is not
better than another, as each habit has strengths and challenges.
“Listening is a choice,” Dupuis emphasizes. “College students must ask: What am I
listening for in this situation? Since listening is the way we are often introduced to information,
it’s vital that we are attuned to our own preferences.” She explains the process of what happens
when college students understand their habit(s):
• You know your dominant listening habit.
• You recognize the type of listening situation you are entering, so you prepare
ahead of time.
• While you are listening, you reﬂect and adapt based on how you navigate the
conversation—remembering what you want to accomplish in your
listening.
• With this new listening awareness, you not only know how to adapt yourself,
you can also recognize the listening of others.

59https://www.echolistening.com/highereducation.html Also

see Bodie, Graham D., et al. “The Echo
Listening Proﬁle: Initial Validity Evidence for a Measure of Four Listening Habits.” International Journal
of Listening, vol. 34, no. 3, Jan. 2020, pp. 131–55.https://libproxy.eku.edu/login?url=https://
search.ebscohost.com/login.aspx?direct=true&AuthType=ip&db=eue&AN=145323243&site=edslive&scope=site
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When Dupuis gives presentations across the county, she clearly sees how the different
habits of listeners present themselves. "Connective listeners often sit in the front row, nodding
and smiling, appearing to be actively listening,” Dupuis says. “When the presentation is ﬁnished,
that connective listener may come up and ask me where I got my hair cut. So, were they really
listening? Analytical listeners may sit in the back, never looking up as they take notes on their
computer. They ﬁnd me the next day and say, ‘I really liked the point you made at minute 10.’
So, who got more out of the presentation?”
The idea of people associating listening with a set of behavioral actions developed after
World War II when people did not automatically return to factory jobs, Dupuis says. Instead,
with more people working in ofﬁces, they had to develop different communication skills.
“Active listening became a phrase that meant lean in, nod head, repeat back what you have
heard,” she says. “These behaviors can give the speaker the appearance that their audience is
listening. And in some situations, they are listening. But to look at listening from that approach
neglects the fact that listening happens in our brain. We all know people who nod their head and
lean forward and still are not listening.”
Knowing one’s listening habit also is part of cognitive diversity—a concept gaining
momentum in the business world, according to Dupuis. "At its most basic level, cognitive
diversity acknowledges that each person processes information and thinks differently. Teams
with greater cognitive diversity are more resourceful and dynamic. She uses the well-known
example of cognitive diversity between Steve Wozniak, master of analytics, and Steve Jobs,
master of concepts. When the detail-oriented person worked with a big-picture person, they
elevated the personal computer farther than either one could do alone. “This same concept
transfers to the value of a group having listeners with different cognitive habits,” Dupuis says.
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“When everyone recognizes how different listening brains can work together, the team is much
smarter than any individual. We are elevating the thinking and we are so much smarter together.”
Dupuis encourages college students to answer this question: What is the cost of not
understanding yourself as a listener? “The percentage of the day spent communicating is around
90 percent for most people,” she says. “Research indicates that listening is more than half of a
person’s daily communication skills. Imagine adding the skillset of listening to your
communication. Most college students have never even thought about how they listen.
“Listening is the way students build their educational and professional landscape,”
Dupuis says. "Knowing your listening habit is knowing your secret power.”

E. A. R. from Dupuis
Embrace—College students must ignore the simplistic idea of good or bad listener and embrace
that since no two brains are alike, no two people listen alike.
Aware—College students who are aware of their listening habits—connection, reﬂective,
analytical, and conceptual—can prepare for and adapt to listening situations better.
Respond—College students should respond to the different listening habits of people as part of
cognitive diversity which can produce better collaborative work.

Want to connect more as an EKU student?
If students type “ECHO listening proﬁle” in the search bar on the EKU library home page, a link
for the article that Dupuis helped write about the four listening habits will be available. The
article also has a copy of the listening habit pie graph posted below.
Students can go to https://www.echolistening.com and read more about listening habits, as well
as download a white paper on the “Business of Listening.”
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Brigette Tasha Hyacinth
As an international keynote speaker, author, and
thought leader in business, Brigette Tasha Hyacinth
works to change the way corporations throughout the
world think about leadership and technology. She
currently has more than four million followers on
social media and is considered one of the 100 most
inﬂuential people of African descent under the age of
40. She has authored ﬁve books and her recent
publication Leading the Workforce of the Future:
Inspiring A Mindset of Passion, Innovation and
Growth (2020) discusses listening.

Time to Listen
The sharp stinging disappointment happened early in her college career, but Brigette
Hyacinth still vividly remembers the pain and the lessons she learned. A professor had carefully
explained to students how to complete a major project, but Hyacinth had not taken the time to
listen carefully. "I remember staying up the whole night to ﬁnish the work,” she tells, “and when
I handed it in, she took it and threw it in the bin.60 The pain I felt at this moment is something I
could never forget. She was harsh in her response, but now I see how frustrating it was for her
dealing with multiple students who did not take the time to produce exactly what was asked of
them. This showed me that refusing to listen leads to wasting time.”
That was one of the last times Hyacinth wasted time as a student because she had not
listened. After graduation from Heriot-Watt University61 in business management, she had little
time to waste since she initially decided to juggle two careers. Hyacinth worked for a ﬁnancial
institution on her home island of the Republic of Trinidad and Tobago, the southernmost island

60

trash

61

central campus is based in Edinburgh, Scotland
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country in the Caribbean, and started conducting her trademark seminars in leadership and
management.62
She credits the role model of her mother for learning how to listen. “People often ask
‘Does your mom talk much?’” Hyacinth says. “She is very quiet, but she listens deeply. We will
go to an event together and when we return, she can tell me about everyone present. She has read
the room and the different type of personalities. Thank God for my mom’s wisdom and guidance.
When I was younger, I would often react on impulse. But I learned at crucial moments to make
important decisions based on wisdom and not emotions.”
In her recent book Leading the Workforce of the Future, Hyacinth mentions listening to a
“still small voice.”63 “It’s always important to be connected to some moral compass,” she
explains. "Listening to that ‘still small voice’ guides you in the right direction. For me, it’s God.
It’s that higher power. On a day-to-day basis we are often confronted by choices, some ethical
and some unethical. If we ignore that still small voice there will come a time when it will no
longer speak to us, and this is why some people can do very unethical things without any
remorse. If something is not right, don’t do it. Don’t ﬁnd a way to justify it. It may seem like you
are taking the longer path, but always remember shortcuts often lead to dead ends. Your integrity
and reputation are invaluable assets you possess.”
Hyacinth also refers to the concept of the outer ear and inner ear as crucial in listening.
"Ancient Hebrew thinkers actually saw the ears as the seat of wisdom, not the brain,” she says.
“The outer ear at its most basic function refers to the intake of information. This means you are
just hearing what the person is saying. The inner ear, on the other hand, is all about processing
62Hyacinth

now focuses full-time on speaking consulting across ﬁve continents as well as writing books.
https://brigettehyacinth.com
63See

p. 98, Leading the Workforce of the Future, 2020, s.n.
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that information. The inner ear is about reading between the lines and being genuinely attentive
to the meaning and signiﬁcance of what the other person is saying. During this stage, the listener
will appreciate the speaker’s body language and other non-verbal cues to add value to the
conversation. The attention is now fully with the other person to ensure we pick up on what they
say and, more importantly, what they don’t say. Listening is not just about attaining knowledge
but wisdom. This intuition is crucial for gaining a complete understanding of a situation. Without
it, any problem-solving attempt will only affect a symptom and not the root cause.”
What does Hyacinth do if she feels people around her are not listening as they should?
“The 20-80 principle says that 20 percent of the people you have to deal with produce 80 percent
of the problems,” she says. "It’s very hard to make people listen if they don’t want to. Sometimes
you have to let people make their own mistakes. I have learned to take control of my
environment. Life already has enough troubles. It can be a war zone having someone in your life
who is not open to listening. Not listening is also a sign of disrespect and you don’t need that
toxicity in your life.”
What does Hyacinth do if she feels she is not listening as well as she ought?
“Our tech-saturated lives lead to too much multitasking,” she says. “I try to put aside
distractions, stop multi-tasking, and be truly present. If I can ﬁnd a quiet place to get away from
the noise, I try to do this. Distancing oneself from the distractions and taking the time to pause
and reﬂect is crucial to active listening.”
Listening also is a way to connect with others from different perspectives, Hyacinth ﬁnds,
who has a sketch of a bridge in her business logo with the phrase Bridging the Gap. “Being
open-minded, ﬂexible, and listening to what others have to say, especially when they are from a
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different cultural background, is important,” she says. "A know-it-all attitude can present a
roadblock to us connecting and learning from others. It also can impede wholistic growth.”
Hyacinth’s most important listening advice to college students focuses on time. “Take
time to actively listen,” she says. “Always take the time to pause and reﬂect. Show others you are
genuinely interested in them by actively listening to what they have to say. When
communicating, it’s important to listen, digest, pause, reiterate, formulate, and then respond.
Practice empathy. Put yourself in the other person’s shoes. Powerful listening skills are also
accompanied by stillness and silence.
“I wished I had listened more—especially to the wisdom of others who have trod this
path before me—instead of making the same mistakes,” Hyacinth continues. “Don’t be guided
by impulse. You don’t have to have an instant rebuttal for everything someone says negatively
about you. Pick your battles wisely. Think before you speak. Once you say something, you
cannot erase it. And with social media, it is cast in stone. As the next generation of leaders, it’s
important to exercise wisdom in all you do.
“Our world doesn’t need more numbers driven-leaders, but purpose-ﬁlled leaders,”
Hyacinth says. “Focus on your mental health. Silence those negative voices internally that are
holding you back from being all that you can be. Sometimes we can be our own worst enemy.
Talk kindly to yourself. Don’t let any cloud cover your brilliance and creativity.”

E. A. R. from Hyacinth
Embrace—College students must embrace the importance of taking time to listen to others as a
way to build a bridge.
Aware—College students should be aware of the listening difference between gaining
information (outer ear) and developing wisdom (inner ear).
Respond—College students should respond to Hyacinth’s example of how to actively listen:
Distance oneself from the distractions and take the time to pause and reﬂect.
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Want to connect more as an EKU student?
Students can borrow a physical copy of Hyacinth’s book, Leading the Workforce of the Future:
Inspiring A Mindset of Passion, Innovation and Growth, from the EKU library.
For more details, https://brigettehyacinth.com
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Maribeth Kuzmeski
As clinical assistant professor in the School of Marketing &
International Business at Oklahoma State University,
Stillwater, Oklahoma, Maribeth Kuzmeski shares success
skills for not only students but clients at Red Zone Marketing,
a strategy company she formed. She has written numerous
books, such as The Connectors: How the World’s Most
Successful Businesspeople Build Relationships and Win
Clients for Life which includes a chapter entitled “Listen
Curiously” (John Wiley & Sons, 2009, 2011). She and her
daughter Lizzie wrote The Engaging Child (Red Zone
Publishing, 2011) that focuses on how families can develop
communication skills together outside of technology.

The Listening Zone
Maribeth Kuzmeski remembers the ﬁrst time she realized the importance of listening. She
was interviewing Sunny Bates, a prominent New York entrepreneur, who works with famous
clients such as MTV and TED, and who served as a founding board member of Kickstarter.
"Sunny said that most people don’t really listen to anyone,” Kuzmeski recalls. "She then gave
advice that I couldn’t stop thinking about—‘Find the remarkable in conversations with others.
There is always something that a person says in every conversation that is truly remarkable’.”64
Bates also added a caveat to her advice: When one listens for the remarkable, one must repeat
back that remarkable point in future communications to show one really listened and
remembered.
Those statements about listening from Bates kept circling around in Kuzmeski’s mind.
She started to research and formulate strategies about listening that would beneﬁt people.

64Story

ﬁrst recounted in Kuzmeski’s book The Connectors: How the World's Most Successful
Businesspeople Build Relationships and Win Clients for Life, Wiley, 2008, p. 21. https://libproxy.eku.edu/
login?url=https://search.ebscohost.com/login.aspx?
direct=true&AuthType=ip&db=nlebk&AN=289305&site=eds-live&scope=site
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Eventually Kuzmeski’s work and wisdom became a chapter in her 2008 book The Connectors:
How the World's Most Successful Businesspeople Build Relationships and Win Clients for Life.
As an entrepreneur and scholar, Kuzmeski had experienced ﬁrsthand the dynamics of people
forging connections. She used a variety of approaches in The Connectors to prove her point:
stories, research ﬁndings, quotes, and excerpts from other books that had inspired her. A synopsis
on Amazon promoting The Connectors includes this question and answer: “So how do you
differentiate yourself? The only thing that truly sets you apart is the quality of your
relationships.”
Chapter 6 of The Connectors is entitled “Listen! Curiously Listen!” Kuzmeski featured a
favorite a quote from 20th century American statesman Bernard Baruch to introduce her topic:
“Most of the successful people I’ve known are the ones who do more listening than talking.”65
Kuzmeski closed the chapter with 10 more thought-provoking quotes about listening that came
from notables such as General George C. Marshall to Voltaire.66
One of the chapter highlights was her formal survey of top advisors in the country about
the percentage of time they spent listening versus talking with clients or prospects. Advisors who
made more than $1 million each year almost unanimously spent at least 50 percent of their time
listening in every meeting they attended—and for a ﬁrst meeting, most of the time was spent
listening.
From writing The Connectors as well as teaching college courses, Kuzmeski has found
three listening strategies particularly effective for college students:
65Baruch,

a ﬁnancier and statesman, was considered for many decades one of the richest men in America.
He served President Woodrow Wilson by providing economic management during World War I.
66Listening

quote from Marshall: “Formula for handling people: 1) Listen to the other person’s story; 2)
Listen to the other person’s full story; 3) Listen to the other person’s full story ﬁrst.” From Voltaire: “The
road to the heart is the ear.”
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1. Find people who are good listeners—and those who are not. Identify the key strategies
good listeners follow and the key strategies bad listeners ignore. Understand that listening is an
acquired skill, not a natural talent, but a worthwhile lifelong skill that builds connections.
2. Always link the word “listen” with the word “curiously." Kuzmeski connected the two
words of listen and curiously from a statement in Lee Iacocca’s book Where Have All the
Leaders Gone? (Simon & Schuster 2007). Iacocca was the legendary leader of Chrysler who
brought the automotive company back from the brink of ﬁnancial disaster and closing, including
his commitment to pay back all government loans. In her listening chapter, Kuzmeski quoted
Iacocca: “A leader has to show curiosity. He has to listen to people outside of the ‘Yes, sir’ crowd
in his inner circle.”67
3. Listen to ask one question; from the answer ask two more follow-up questions. This
practice keeps people thinking quickly, but not thinking ahead to another topic or interjecting
their own experiences or ideas into the conversation.
Kuzmeski admits she was not always a good listener or someone who asked the right
questions. She found a good listening role model in her a grandmother. “I learned from her how
to be committed to listening to someone,” Kuzmeski recalls. Unfortunately, she realized too late
that she had asked her grandmother too few questions. When her grandmother died, Kuzmeski
realized how little she knew about her.
At this point in the interview, the author decided to test Kuzmeski’s advice. Instead of
asking the next planned question, the author asked a follow-up question about Kuzmeski’s
grandmother—even though the focus was writing an article about listening practices. Kuzmeski
immediately smiled and told a story of how her grandmother started teaching her the intricacies

67

See p. 72 The Connectors.
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of football at age three. Kuzmeski particularly remembers when her grandmother explained the
meaning of the red zone, or the scoring zone. When Kuzmeski started her marketing company
and needed a memorable name, she remembered sitting on her grandmother’s lap and learning
that the red zone was the exciting, hot place. Naturally, she chose the name Red Zone Marketing
as her branding tool.
After Kuzmeski shared this story, a connection between Kuzmeski and the author
developed—not merely a situation of someone giving information and someone receiving
information. The author’s second follow-up question focused on Kuzmeski’s current interest in
football. From this question, the author learned that Kuzmeski works with student athletes in
name image and personal branding at Oklahoma State University. Again, the author knew they
had connected. This practice of asking two more questions instead of moving forward can help
college students make meaningful connections with teachers, bosses, co-workers, members of
the community, friends, and family members.
What does Kuzmeski advise college students who claim they are bored or stressed while
listening in a class? “In many ways our college system is broken,” she says. “I do not think
students should have to attend class and not interact. No one wants to just sit dormant and have
someone talk at us.” One of the solutions, Kuzmeski maintains, is for students to be brave and
ask questions that show the instructor they care and are curious.68
The classroom can be compared to a student going on a ﬁrst date, she says. A ﬁrst date is
the kind of situation that emphasizes the necessity of caring what the other person says—the
same as class. “On a date, If someone is quiet, you need to ask better questions, bigger questions
to stop the conversation from going ﬂat,” Kuzmeski explains. "For instance, someone asks ‘How
68See

“The Business Case for Curiosity” from the Harvard Business Review (September-October 2018;
https://hbr.org/2018/09/the-business-case-for-curiosity
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was your day?’ The response may only be a few words. But asking a bigger question, such as
‘What was the highlight of your day?’ can encourage more words.”
How does this idea of asking bigger questions apply to the classroom? Students should
think of ways to ask better and bigger questions in class, questions that can pull more from the
instructors, Kuzmeski says. Asking a teacher to repeat the due date of a paper is not a bigger or
better question. A bigger or better question to an instructor is: Can you recall how you felt about
learning this information for the ﬁrst time?
In 2011, three years after The Connectors was published, Kuzmeski and her teenage
daughter Lizzie (“a natural connector” according to Mom), wrote a book called The Engaging
Child: Raising Children to Speak, Write, and Have Relationship Skills Beyond Technology.69
Mother and daughter discuss the importance of instilling listening as a value in their second
chapter titled “Listening Curiously: The Lost Art.” A key piece of communication advice for
parents and children includes outlawing DWD (Discussing While Distracted). They further
recommend that people look for the real meaning in conversations by addressing what is actually
driving the conversation. Naturally, they recommend asking questions. “Questions are power
when asked respectfully,” Kuzmeski says.
Outlawing DWD is not only for parents and children, but a practice that can beneﬁt
college students in either face-to-face or virtual classes. "Distractions such as texts or emails
must literally be shut off when students are in a class,” Kuzmeski says. “It’s easy to check out
something else instead of what is in front of you. Listening requires full focus. Sometimes
students do not even realize they are not listening, and then they have to ask for information to

69In

2011, the same year as The Engaging Child was published, The Connectors was republished in
paperback.
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be repeated. Or worse yet, they go ignorantly forward. We all want to see what’s going on in the
world, but we should want to listen more.”

E.A.R. from Dr. Kuzmeski
Embrace—College students should embrace that listening is not simply a skill, but a value.
Listening does not happen naturally but is acquired.
Aware—College students must be aware that listening curiously helps focus. Listeners should
always look for the remarkable.
Respond—College students can respond to others by making a listening habit of asking strong
questions.Before adding their own response or asking a different type of question, students
should ask two more follow-up questions that relate to the ﬁrst answer.

Want to connect more as an EKU student?
Students can access several of Dr. Kuzmeski’s works through the EKU library website by typing
in Maribeth Kuzmeski in the box on the library homepage.
Students also can access through the EKU library database an ebook copy of The Connectors:
How the World's Most Successful Businesspeople Build Relationships and Win Clients for Life at
https://libproxy.eku.edu/login?url=https://search.ebscohost.com/login.aspx?
direct=true&AuthType=ip&db=nlebk&AN=289305&site=eds-live&scope=site
The link above contains the chapter “Listen! Curiously Listen!” cited in this section.
Students can check out from the EKU library a physical copy of her book Red Zone Marketing:
A Playbook for Winning all the Business You Want! Her website offers more details about her
publications and services: https://www.redzonemarketing.com
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Lyman K. (Manny) Steil
As chair and CEO of Communication Development, Inc. &
International Listening Leadership Institute, Lyman K.
(Manny) Steil has taught communication skills, particularly
listening to clients for more than 54 years in 25 countries.
Steil was founder and ﬁrst president of the International
Listening Association and has won numerous public speaking
awards. He has written ﬁve books, which includes coauthoring the book Listening Leaders: The 10 Golden Rules
to Listen, Lead, and Succeed.

The Golden Rules of Listening
Manny Steil is the only person in the world to have been inducted into both the
speaking70 and listening71 fall of fame—with both honors awarded in the same year of 1985.
Steil credits learning many of his listening and speaking skills from his family while growing up.
However, a college communication course opened his eyes to the full impact of listening. Steil
was so fascinated with his newfound knowledge of listening that he switched majors from
business to communication at the University of Minnesota (U of M). This new major meant he
would work with U of M professor Ralph Nichols, the leading pioneer in listening research and
author of the ﬁrst book dedicated totally to listening, Are You Listening?72 Steil continued his
communication studies until he had earned a doctorate. After working in academia for 21 years,
The National Speakers Association, created in 1977, honors the organization's top professional speakers
for their speaking excellence and professionalism. Less than 300 individuals have been awarded this
distinction, and past winners have included Nido Qubein (Chapter 2 of this resource), Les Brown, Mark
Victor Hansen, Og Mandino, Ronald Reagan, General Colin Powell, and Zig Ziglar.
70

The International Listening Association, created in 1980, honors notable achievements that involve
listening in academic, business, or other settings. Less than 100 individuals have been awarded this
distinction, and past winners have included Ralph Nichols, Carl Rogers, Laura Janusik (Chapter 3 of this
resource), and Debra Worthington (Chapter 3 of this resource).
71

72Out

of print. Are You Listening? The Science of Improving Your Listening Ability for a Better
Understanding of People. Nichols also used a second author, Leonard Stevens. First published by
McGraw-Hill in 1957 with at least 11 reprints. Currently used copies on Amazon run from $29.96 to
$850. The author found a copy on a shelf of used books at a central Kentucky Goodwill for $1.
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he began a second career as a business consultant, speaker, and author. Despite a different career
focus, Steil has continued to emphasize the importance of listening. He even kept in close
contact with his U of M professor and mentor until Dr. Nichols died at age 98.
Steil often remembered what Nichols said, “Our schools are teaching communication
skills upside down.” Steil created a chart to emphasize this idea.73
LISTENING
Daily use
Taught

SPEAKING
45%

LEAST

READING
30%

NEXT TO LEAST

WRITING
16%

NEXT TO MOST

9%
MOST

Although the percentages of the daily usage skills have ﬂuctuated since Steil ﬁrst created his
chart, the overall meaning and signiﬁcance has remained the same. Listening is the
communication skill most used every day by people, and yet the one least taught.
College students should not look for a quick ﬁx to improve their listening skills but
should ﬁrst give careful thought as to the kind of listener they are, Steil advises. "Most people
rate themselves as average listeners. But without being taught listening skills and being
conscious of all that is involved with listening, we just do not naturally listen very well,” he says.
"The majority of what we hear is not retained. I remember well what one Army ofﬁcer once told
me: ‘We all make at least one listening mistake every day—and it’s quite expensive.’”
“College students should understand that listening is a skill and hearing is a sense,” Steil
says. "The word skill is important because listening involves accuracy and evaluation. When
people don’t think about how they must listen for accuracy and evaluation, they may be missing
much of the message. The statistics are not pretty. People recall only about 50 percent of the
message immediately after hearing, and only 25 percent after two days.”
Out of print, from Effective Listening: Key to Your Success by Lyman Steil, Larry Barker, and Kittie
Watson. McGraw-Hill, 1983.
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To help people gain more in listening, Steil created the SIER listening model in the 1980s
and sees its continued relevance to help college students “positively control their listening and
leadership destiny.”74 SIER is a double acronym: Success In Everyday Relationships because of
applying the four speciﬁc listening skills of Sensing, Interpreting, Evaluating, Responding.
Sensing is the most important stage of listening because all the senses are involved, Steil
explains. "It is not just hearing what someone is saying. You must listen to what you see. You
must listen to the tone of voice and the complete message. It is not just what they say, but how
they say it. You must ask yourself what words a speaker is not using.”
Steil emphasizes the value of sensing through the career of John Davis who worked as
superintendent of the Minneapolis school district. Davis was hired to assist the president of the
University of New Hampshire as his “eyes and ears around campus—not as a spy—but to sense
what is going on…to ﬁnd ideas on how to improve the campus.” That job taught Davis the value
of being a wanderer and a roamer who listens. When Davis later became superintendent in
Minneapolis, he visited schools weekly, popping into classrooms unannounced and thinking to
himself, “One mouth and two ears.”
The second stage of SIER—interpreting—focuses on a basic question: Do the words
mean the same to both parties? Are we talking about the same thing? “With the complexity and
variety of meaning in language and nonverbal behavior, this stage can be the most challenging,”
Steil says. “Listeners must make sure their understanding matches the sender. Words have no
meaning. People have meaning.”
He likes to emphasize the importance of interpreting while listening with an anecdote
about man who went to a medical clinic. The receptionist asked him what he had and he replied,
74See

chapter 6, “Listening Leaders Apply SIER,” Listening Leaders: The 10 Golden Rules to Listen,
Lead, and Succeed, 2004.
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“Shingles.” She took down his name and address and told him to have a seat. A nurse’s aide
called the man back to an exam room and again asked what he had. He again replied “Shingles.”
The aide took his height and weight. Later a nurse came into the exam room and asked what he
had. “Shingles,” he replied. She took his blood pressure. Finally, the doctor arrived and asked the
man where he had shingles. Exasperated, the man says, “Outside on the truck.” College students
must be aware of the importance of clarifying the meanings of words as they progress through
their academic discipline, Steil explains.
The third stage of SIER—evaluating—happens after a listener has sensed and interpreted
the speaker’s message. "At a simple level, listeners can like or dislike, agree or disagree,” Steil
says. "But college students should avoid premature evaluation of the speaker and content.
Instead, they should try and use more complex judgements about whether information is
complete or incomplete, consistent or contradictory, objective or biased,” Steil says.
When college students learn the value of not jumping into a quick evaluation of a speaker
and information, according to Steil, they learn to create personal habits that will build stronger
relationships. He cites the approach of coach Jim Poling toward his tennis athletes at West
Point.75 Poling, who retired in 2022 after 20 years as the winningest tennis coach in West Point’s
history, reminded the tennis team of the Academy honor code, which dictates that a Cadet will
not lie, cheat, or steal, nor tolerate those who do. However, if another student sees a situation that
looks like a violation of the code, Poling said the ﬁrst words should not be: “Did you cheat
yesterday?” or “I saw you cheating.” Poling recommends a better listening path: “There was a
situation that happened, and I just want to hear your side.”

75See

complete story, p. 190, “Listening Leaders Apply SIER,” Listening Leaders: The 10 Golden Rules
to Listen, Lead, and Succeed. Listening Leaders, 2004.
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Responding is the ﬁnal stage of SIER. Steil describes three levels of listening responses:
passive, acknowledgement, and responsive. Passive involves little or no response;
acknowledgement involves a variety of non-verbal responses such as smiling, nodding, holding
direct eye contact; responding includes paraphrasing and questions. College students may
identify with a practical image that Minneapolis business leader Paul Niccum has used:
“Everyone seems to be following a ‘Cliff Notes’ version of listening, wherein,
they do not take time to fully and effectively capture, understand, or judge what
someone is trying to communicate to them…I have adopted a simple
strategy, ‘Repeat’…restate the essence of the sender’s message.”76
Steil strongly recommends that college students set up a PTR—Plan To Report. College
students should make a personal commitment to verbally share with another person any
important they have listened to within eight hours. “This is the classic case of use it or lose it,”
says Steil. “If students would begin practicing PTR with information they have heard in class,
they would be shocked at how much more they retain and understand.”
Besides college students following the SIER listening plan, Steil has a list of eight pieces
of advice for college students who want to use listening to help them succeed:
1. Resist distractions.
2. Be an opportunist and think: What’s in this for me?
3. Stay alert. If speaker is slow, do not daydream. Thoughts run ahead, so take
time to review, evaluate, and anticipate.

76See

complete story, p. 196, “Listening Leaders Apply SIER,” Listening Leaders: The 10 Golden Rules
to Listen, Lead, and Succeed. Listening Leaders, 2004.
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4. Know speaker’s purpose and adapt to that purpose.77
5. Focus on central theme versus isolated facts.
6. PTR—plan to report the content of message to someone within eight hours.
7. Develop great note-taking skills.
8. Take personal responsibility for successful listening.
Steil realizes that college students may feel discouraged by not having learned listening
skills at a younger age and may need a motivational message to persevere. He believes the brief
conversation he shares at the conclusion of his book Listening Leaders to be helpful.
A grandfather and grandson are talking. “In life two wolves—a good wolf and a bad wolf
—are competing for your attention and one of them will win,” grandfather says.
“Which one will win?” asks the grandson.
“The one you feed.”
“We walk through life,” Steil says, “with two hungry elements that need to be fed—our
one mouth and our two ears.78 In many ways they complete against each other. Learning to
listen is the best one to feed.”

E. A. R. from Dr. Steil
Embrace—College students should embrace the SIER plan—sensing, interpreting, evaluating,
and responding—in all listening situations.
Aware—College students should be aware of how helpful reporting the content of a listened to
message within eight hours can be for retention and understanding.
Respond—College students should know the three ways to respond: passive, acknowledgement,
and responsive, and aim for responsive. The responsive approach encourages college students to
paraphrase content and ask questions to be on the same wavelength as the speaker.

77According

to Steil, listening can have a variety of purposes, including phatic or “the chitchat of life;”
cathartic or the need to unload/cleanse; informational; persuasive; and entertainment.
Original quote from Zeno, a pre-Socratic Greek philosopher: “We have two ears and one mouth, so we
should listen more than we say.”
78
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Want to connect more as an EKU student?
Students can request Dr. Steil’s book as an interlibrary loan. They also can contact him through
email at lisn2steil@aol.com
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Bob Sullivan
As an American online journalist and one of the founding members
of msnbc.com, Bob Sullivan has reported on anti-consumer
practices, computer crime, electronic ﬁnancial fraud, privacy, and
the Internet Underground since the late 1990s. He has received
numerous journalism awards and written ﬁve books including The
Plateau Effect: Getting from Stuck to Success with Herbert Hugh
Thompson (Dutton, 2013). In Plateau Effect, Sullivan identiﬁes
three peak behaviors for success, with the ﬁrst as “Attention: Do
One Thing at a Time and Listen.” Photo by Christine Gacharna.

Peak Listening
Bob Sullivan warns college students that they are surrounded by the Number One Enemy
of listening—distraction. “The number of distractions is increasing exponentially due to the rapid
growth of technology,” he says. “If you wonder about my statement, think about the opposite of
distraction—absorption. You watch a movie and lose track of time because you are absorbed in
the movie. So, when is the last time you have been in a conversation with that same sense of
absorption? We can leave a movie and quote great lines. When is the last time you left a
conversation and can quote what a person has said?” As a reporter, Sullivan does not mind
asking the kind of question that could have an uncomfortable answer.
He has worked in media as a reporter since 1996, and he is credited as the ﬁrst reporter to
break two U.S. major stories that focused on technology: the FBI development of a computer
program called Magic Lantern that can obtain public encryption keys and the data theft at
ChoicePoint which began an avalanche of stories about stolen and lost personal information in
early 2005.
Technology naturally played an important role in Sullivan’s 2013 nonﬁction book The
Plateau Effect: Getting from Stuck to Success. In the book, he and his co-author, Hugh
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Thompson, maintain that three behaviors are essential to combat the effects of technology and
attain peak performance and achieve what the book’s subtitle claims, “Getting from Stuck to
Success.” The three A behaviors are attention, agility, and application, with Sullivan and
Thompson giving each behavior a speciﬁc deﬁnition and a plan of action. They deﬁne
application as “blowing away the dull fog of perfectionism.” Agility refers to “failing slowly and
the just-noticeable difference.” The ﬁrst A behavior may be Sullivan’s favorite: attention means
people “do one thing at a time and listen.”
Sullivan argues that when the Gutenberg printing press was invented—huge technology
for the ﬁfteenth century—people lost their ability to spin tales which required memorization.
People also lost their ability to listen to storytellers since people could now ﬁnd stories in books.
Instead of people attending group meetings and listening to oral arguments, they—and their
brains—learned to focus for long stretches of solitary reading time.
“Today, our brains have been rewired in a change as dramatic as the printing press,”
Sullivan says. “Images from pictures and television have largely replaced reading as the main
doorway into the brain. Our brains are losing the ability to sit in silence and follow a long
thought process.”
Devices have not only reduced the amount of reading college students do and instead
have emphasized images, but the widespread availability of smartphones has encouraged another
complication. Now college students can be part of what Sullivan calls “the false god of
efﬁciency” or multitasking. "College students think they can be on a phone and still be listening
to a lecture,” he says, “but they can’t do two different tasks at the same time. We need to ask
ourselves which task suffers.”
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When Sullivan ﬁrst began his research to write the chapter on attention and listening in
The Plateau Effect, he was fascinated by the early listening research of Dr. Ralph Nichols,
known as the “Father of Listening.” In the 1940s, Nichols asked teachers working with all ages
in Minneapolis public schools to stop in the middle of class, ask students what they had just
heard, and record the responses. The wiggly ﬁrst and second graders gave the right answer 90
percent of the time. As students aged, they gave less correct answers; by high school, only 25
percent of the students could correctly focus on what their teacher had just said.
“The truth is,” Sullivan says, “the older people get, the more their listening
comprehension sinks…and people wildly overestimate how good they are at listening. Since
children’s brains are less developed than adults, they are more likely to completely focus on a
topic. College students are more likely to be distracted as their brains multitask and think about
different topics.” The understanding of how listening abilities decrease as students age should
make listening instruction a priority in our schools, he emphasizes.
After reading about the research of Nichols in the Minneapolis schools, Sullivan and
Thompson also wanted to conduct a research study. They contacted Dr. Larry Ponemon, founder
of the Ponemon Institute,79 to organize a listening comprehension research project with 1,000
adults. Three videos were recorded—a husband and wife arguing about painting the guest room;
a person giving instructions for voting; and someone reading the privacy policy for Facebook/
Meta. The 1,000 adults were not told that the short test afterwards was geared to measure
listening comprehension. After watching the recordings, the participants were asked 15 simple
questions, such as “What color will the room be painted?” Only 18 percent of the test takers

79Headquartered

in Michigan, the Ponemon Institute conducts research about privacy, data protection and
information security policy. Their annual consumer studies on privacy trust are widely quoted in the
media.
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answered all the questions correctly, with the majority ﬁnishing between one third and two thirds
correctly. Sullivan and Thompson believe these ﬁndings continue to validate the long-ago
research conclusions of Nichols: people are not listening well. On a side note: When researchers
analyzed the statistics of the 1,000 test takers, they did not ﬁnd a signiﬁcant difference in
listening abilities among educational backgrounds, regions of the country, or income groups. The
only category with statistical difference was gender: women answered 69 percent of the
questions correctly, with men 44 percent.
Sullivan also tried to deﬁne in his book what makes listening listening. He found helpful
the ﬁve levels of listening developed by business management author and speaker Stephen
Covey. The ﬁve listening levels from Covey move from ineffective to most effective and are:
ignoring, pretending, selective listening, attentive listening, and empathic listening. “College
students should consider knowing how to move in and out of these levels as a critical life skill,”
Sullivan says. “Level 2 of pretending might be ﬁne to use with a toddler who is jabbering away
and simply needs an adult presence. But level 5 of empathic listening is essential when someone
is telling you about an ill parent. Without the last two levels of attentive listening and emphatic
listening, college students can miss critical information and critical connections.”
Ultimately Sullivan advocates a listening approach that he calls peak listening, which
refers to listening with intent. “College students who want to improve their listening skills should
be peak listeners or practice listening with intent,” he says. "The only problem is that when
people think they are listening with intent, they have the wrong intent. Their intent is to defend
themselves or to solve a problem. Nearly everyone listens with the intent of having something
ready to say as soon as the other speaker is ﬁnished.”
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Instead of waiting for a speaker to ﬁnish, Sullivan encourages college students to listen
and then say, “That’s a good point. Let me think about that for a moment.” He also asks college
students to listen with the intent to agree as much as possible. “Our brains have been taught to
pick things apart,” Sullivan says. “We see a pay off in catching someone in a mistake. We want
to pick conversations apart—and that gets in the way of understanding the core message. We
need a new way of thinking. Instead of trying to ﬁnd out what’s wrong with what someone says,
we should ask ‘What is the most we can get out of a conversation?’”
Sullivan acknowledges that listening—whether his peak listening approach or listening
by another name—requires much mental muscle. “College students who don’t listen like they
should are letting themselves down. Their brains can do so much better.” And if college students
need more motivation to work on listening, Sullivan responds with one more question: What is a
better life skill than to be the person in the room who gets everything because of listening?

E. A. R. from Bob
Embrace — College students should embrace the practice of peak listening by listening with the
intent to agree as much as possible.
Aware — College students should be aware of how distraction hurts listening and should focus
on how listening increases absorption.
Respond — College students should respond and answer Sullivan’s ﬁnal question: What is a
better life skill than to be the person in the room who gets everything because of listening?

Want to connect more as an EKU student?
Students can check out a physical copy of Sullivan’s The Plateau Effect: Getting from Stuck to
Success from the EKU library.
They can also check out Sullivan’s Wikipedia and professional web page:
https://en.wikipedia.org/wiki/Bob_Sullivan_(journalist)
https://bobsullivan.net
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These resources have been recommended by the 14 listening leaders. Links are subject to change
or modiﬁcation. This information, listed in alphabetical order, was veriﬁed March 2022, with all
links available at no charge.
Breakthrough listening is deﬁned by Kai Degner as “what it takes for the speaker to be fully
heard and understood.” Ironically the label Breakthrough Listening also is used at the Berkeley
SETI Research Center in California as the project name for their search for intelligent
extraterrestrial communications.
Details on Degner’s videos: https://www.youtube.com/c/kaidegner
Details at the Berkeley project: https://spectrum.ieee.org/breakthrough-listen-seti
Crenshaw, Dave the author of The Myth of Multitasking, claims that multitasking is a primary
enemy of listening. His name and the word multitasking in a search engine will pull up various
YouTube videos. Details at https://davecrenshaw.com
Employable Skills Self-Efﬁcacy Survey (ESSES) allows students to assess their perceived
mastery of skills (including listening) that many employers consider crucial. This was developed
by researchers Ciarocco & Strohmetz in 2018. Mastery of skills can be as valuable in a job
search as a GPA. The ESSES measures communication skills, such as listening, as well as other
marketable skills like technology. Details at https://employableskills.com/skills.asp
Global Listening Centre (GLC) is an international non-proﬁt organization which promotes
listening worldwide and encourages individuals, organizations, and institutions to work together
to meet the urgent challenges of society. The GLC are leaders and experts in their respective
ﬁelds who study, research, and promote the practice of listening. They also promote innovative
technology to enhance effective listening. Their vision is to encourage a future society that
listens well before acting. Details at https://www.globallisteningcentre.org
Human Library was started in Denmark and now has spread to 85 countries. In the United
States, cities such as San Francisco, Los Angeles, Chicago, and Muncie, Indiana, have a Human
Library. People “borrow” people—instead of books—to listen to people share their life story for
30 minutes. The goal is to ﬁght prejudice. Each person has a title; examples are “Unemployed,”
“Refugee,” “Holocaust survivor,” and “Bipolar.” By listening to another person’s story, people
see that they should “not judge a book by its cover.” Details at https://humanlibrary.org.
International Day of Listening runs the third Thursday of September. Details at https://
internationaldayoﬂistening.com
International Listening Association (ILA) is aglobalfamily with the common bond of
advancing listening practice, teaching, and research worldwide. Their network shapes the art and
science of listening in many contexts including education, business, healthcare, hospitality,
spirituality, andthe humanities. They publish the only scholarly peer-reviewed journal dedicated
to listening research, International Journal of Listening. ILA also offers student memberships to
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make their organizational affordable for those attending institutions of higher learning. They
encourage people to answer 10 questions as a way of evaluating listening skills:
1.
2.
3.
4.
5.
6.
7.
8.
9.
10.

Are you giving the speaker 100 percent of your attention?
Are you listening to understand rather than listening to respond?
Have you opened your mind to receive what is being said?
Have you rejected the temptation to prepare your response while the other person is
speaking?
Are you open to changing your mind?
Are you aware of what isnotbeing said as well as whatisbeing said?
Are you taking in account the degree of emotion attached to the words?
Are you aware of differences or similarities (culture, age, gender) between you and the
speaker which may inﬂuence how you listen?
Are you giving signals to the speaker that you are listening?
Are you valuing the speaker and the experience they have gathered in their life so far?

Details at https://www.listen.org and https://www.listen.org/Resources/Documents/ifaol.pdf
Life Audit developed by Ximena Vengoechea (chapter 3 of this resource) is an exercise in selfreﬂection which she calls “spring cleaning for the soul." The how and the why is found at https://
xsvengoechea.medium.com/how-and-why-to-do-a-life-audit-1d8bfbe1798
Listen Courageously seeks to solve the societal problems of people who have forgotten how to
listen. They offer immersive virtual workshops designed to make people more aware of their
listening blocks and better able to engage in heart-centered conversations that lead to
understanding. They also have produced an award-winning documentary ﬁlm “List(e)n”, which
shows how people with opposing viewpoints connect. Details at https://listencourageously.com
Listen First Project is a collaborative movement dedicated to healing America by building
relationships and bridging divides through an emphasis on listening to understand. College
students can take an online pledge and download a guide for better listening. Details at https://
www.listenﬁrstproject.org
Listening Inn Foundation is a non-proﬁt serving as India’s ﬁrst digital listening platform. Their
goal is to cultivate the skill of compassionate listening by creating a network of more than a
million listeners by 2025.Details at https://www.listeninginn.com
Mindful Listening is a publication from the Harvard Business Review Emotional Intelligence
Series. A physical copy is available in the EKU library. An article from the book titled “What
Great Listeners Actually Do” by business leaders Jack Zenger and Joseph Folkman describes
listening as a trampoline versus a sponge. The article is available through the EKU library as a
digital source: https://libproxy.eku.edu/login?url=https://search.ebscohost.com/login.aspx?
direct=true&AuthType=ip&db=edb&AN=118725382&site=eds-live&scope=site
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National Communication Association is dedicated to fostering and promoting free and ethical
communication, including listening. Details at https://www.natcom.org
Reading the Mind in the Eyes test was developed by Sir Simon Baron-Cohen at the University
of Cambridge in 1997. The ability to read the emotions of others is linked to "social
intelligence,” which is linked to listening and problem-solving tasks. Details at http://
socialintelligence.labinthewild.org/mite/
Self-Monitoring Scale (SMS) measures the extent to which an individual has the will and ability
to modify how they are perceived by others. This test was developed by Dr. Mark Snyder in
1974. The test consists of 25 items that could possibly apply to oneself and are rated as true or
false. Each item should receive a quick response to avoid over-thinking. The test should take no
more than two minutes. Details at https://openpsychometrics.org/tests/SMS/
Someone To Tell It To was started in 2012 by two friends who have been each other’s “someone
to tell it to” for years—constant friends and listening ears in moments of challenge and everyday
life. They now seek to spread that kind of relationship to others. Details at https://
someonetotellitto.org
StoryCorps has a mission is to preserve and share the stories of people as a way to build
connections. The organization teaches the value of listening and the belief that everyone’s story
matters. StoryCorps gives people of all backgrounds, typically two at a time, the opportunity to
record meaningful conservations and archive the recordings at the Library of Congress. Details at
https://storycorps.org
Tannen, Deborah is professor of linguistics at Georgetown University, and a New York Times
best-selling author. That's Not What I Meant! How Conversational Style Makes or Breaks
Relationships was Tannen's ﬁrst book to share, for a general audience, her linguistic approach to
explain how communication affects relationships. A search of Tannen in the EKU data base
shows a list of her available communication work.
Urban Confessional is an organization that describes itself as “A Free Listening Project”
wanting to recover “the lost art of listening.” In 2012, a community of actors stood on the street
corners of Los Angeles with signs that read “Free Listening” to challenge the status quo. The
community has grown to include people, including college students, from all walks of life across
six continents and more than 70 countries. These four statements come from their website:
1. We listen for others, believing that people need to be seen, heard, and understood.
2. We listen for ourselves, having found the exercise of engaging strangers with open ears and
open hearts to be life-giving.
3. When listening, we practice the art of the Imbalanced Conversation: 80% listening, 20%
redirected responses.

EFFECTIVE LISTENING

137

4. Being heard is so close to being loved that most people can’t tell the difference.
For more details: https://urbanconfessional.org
Willingness to Listen (WTL) scale was developed by Dr. Charles Roberts and Dr. Larry Vinson
in 1998 and has three dimensions: the speaker, the content, and the environment. This self-report,
ﬁrst published in the International Journal of Listening, was designed to measure one’s
motivation (i.e., desire) to listen in different contexts and with different people, as well as
identifying apprehension. A modiﬁcation of WTL was published by Dr. Virginia Richmond and
Dr. Mark Hickson in 2001 in the book Going Public: A Practical Guide to Public Talk. For more
details about the revised WTL: http://www.as.wvu.edu/~richmond/measures/listen.pdf
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